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The purpose of this study was to provide a case example of one SME (small to 
medium-size enterprises) documented practices compared to the Baldrige Program’s 
Criteria for Performance Excellence (Criteria).  This study evaluated the degree to which 
the case example organization practiced the philosophies and principles of the Criteria 
without direct knowledge of the Criteria.  The researcher conducted evaluations by 
examining the case example organization’s strategic plan against the Criteria.  Results of 
this study’s demonstrated that the Baldrige Program would not be a change in direction 
for the case example organization but a systematic approach to enhance the methods 
already deployed by the case example organization.  Evaluations identified items on both 
documents that could be relatable to items contained on the opposing document.  This 
study also identified the actual number of requirement items contained within the 
Criteria, in order to provide a better understanding of the current Criteria’s level of 
complexity.
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Introduction 
 
The Malcolm Baldrige Program for Performance Excellence (Baldrige Program) 
faces resistance to the Baldrige Program’s deployment and integration into organizations 
similar to any continuous improvement methodology.  The foundation that characterizes 
the Baldrige Program, improvement through self-assessment of an organization from a 
management prospective, may lead to a greater degree of resistance in the acceptance of 
the Baldrige Program as a systematic approach that provides clear goals and objectives in 
order to achieve performance excellence.  The degree of resistance may be more 
prevalent in small and medium-size enterprises (SMEs) due to the fact that decision 
makers of SMEs are the ones responsible for determining if the organization embarks on 
the Baldrige journey; while also being directly responsible for developing the methods of 
management the Baldrige Program evaluates.  McTeer and Dale (1994) and Van der 
Wiele and Brown (1998) declared that SMEs routinely apply practices and principles 
identified by quality improvement methodologies, such as the Baldrige Program, without 
having specific knowledge of the methodology itself.  Although neither set of authors 
provided evidence, other than the authors’ own assessments, the authors’ declarations 
highlight that the Baldrige Program is not necessarily a complete change in direction of 
management and operational philosophy but a systematic approach of focusing efforts on 
proven methods of success.   
 This paper provides a case example study of one SME’s strategic plan compared 
to the Baldrige Program’s Criteria for Performance Excellence (the Criteria) in an attempt 
to evaluate the degree to which the SME applied principles of the Baldrige Program 
during the creation of the strategic plan without having direct knowledge of the Criteria.  
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The strategic plan was one from a water/wastewater utility whose managers (the 
developers of the strategic plan) were not familiar with the specifics of the Baldrige 
Program or the Criteria.  This paper refers to the water/wastewater utility as the case 
example organization and the case example organization’s strategic plan as the case 
example strategic plan. 
Statement of the Problem 
 When the author approached the case example organization with a plan to deploy 
the Baldrige Program into the organization, management was intrigued with Baldrige 
Program’s potential but also reluctant to commit completely to the process without fully 
understanding the implications.  The author viewed resistance to change as being neither 
inherently good nor bad.  Management was not actively seeking a complete alteration in 
direction but an enhancement to the case example organization’s current practices.  In 
order to evaluate the Baldrige Program’s potential and projected direction, the case 
example organization’s management desired a comprehensive comparison between the 
Criteria and the case example organization’s self-developed strategic plan.  The case 
example organization’s management wanted to know which aspects of the Criteria the 
case example strategic plan already contained and which aspects the case example 
strategic plan lacked.  Identification of Criteria items not already defined in the case 
example strategic plan provided a clearer assessment of the potential value the Baldrige 
Program might deliver to the case example organization by identifying the volume of 
opportunities for improvement.  Identification of Criteria items already defined in the 
strategic plan provided supporting evidence that the Baldrige Program would be an 
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enhancement to current practices and not necessarily a complete change in direction for 
the case example organization.    
Levels of Criteria 
 The Criteria has three levels of requirement items with each subsequent level 
possessing more in-depth concepts of the preceding level.  The first level of requirement 
items in the hierarchy is the basic requirement level.  The Criteria expresses basic 
requirement level items as the title question for each section.  The second level of the 
Criteria requirement items is the overall requirement level.  The requirement items on the 
second level are instructional sentences.  The third level of the Criteria requirement items 
is the multiple requirement level.  The Criteria expresses multiple requirement level items 
as the individual questions within each of the Criteria’s sections.  Mirroring the Criteria, 
the case example strategic plan is also comprised of three levels of hierarchy, with the 
first level containing generalized ideals and sequential levels processing items that are 
progressively more specific.  Major themes comprise the first level of the case example 
strategic plan, then objectives, followed by goals.   
Comparisons 
In order to evaluate the case example strategic plan against the Criteria, this study 
performed comparisons on three different levels, with two examinations perspectives per 
level.  Development of the three comparison levels consisted of matching the level of the 
Criteria with the corresponding level of hierarchy of the case example strategic plan.  
Results for each comparison level contained an evaluation from both the Criteria’s 
perspective and from the case example strategic plan’s perspective. 
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Level One Comparison/Evaluation One. (L1E1) provided the total of and the 
percentage of applicable basic requirement items of the Criteria identified as 
relatable to at least one case example strategic plan major theme.   
Level One Comparison/Evaluation Two. (L1E2) provided the total of and the 
percentage of case example strategic plan major themes identified as relatable to 
at least one Criteria basic requirement item.   
Level Two/Comparison One. (L2C1) provided the percentage of overall 
requirement items of the Criteria identified as relatable to items within the case 
example strategic plan objectives. 
Level Two Comparison/Evaluation One. (L2E1) provided the total of and the 
percentage of applicable overall requirement items of the Criteria identified as 
relatable to at least one case example strategic plan objective.   
Level Two Comparison/Evaluation Two. (L2E2) provided the total of and the 
percentage of case example strategic plan objectives identified as relatable to at 
least one Criteria overall requirement item.   
Level Three Comparison/Evaluation One. (L3E1) provided the total of and the 
percentage of applicable multiple requirement items of the Criteria identified as 
relatable to at least one case example strategic plan goal.   
Level Three Comparison/Evaluation Two. (L3E2) provided the total of and the 
percentage of case example strategic plan goals identified as relatable to at least 
one Criteria multiple requirement item.     
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Calculating Requirements Addressed 
Many items within the Criteria consist of compounded requirements within a 
single sentence and multiple sentences within a single area.  In order to provide a distinct 
definition of each stated Criteria requirement item, the researcher dissected and 
reconstructed each of the Criteria requirement sentences so that items only containing a 
singular requirement represented all Criteria requirement items.  For example, the first 
question in the multiple requirement level, “How do senior leaders set your 
organization’s vision and values?”, required restructuring into two different items; “How 
do senior leaders set your organization’s vision?”, and “How do senior leaders set your 
organization’s values?”.  Then the researcher used the resulting singular requirement 
items for making comparisons with the case example strategic plan.   
An evaluation of the Criteria requirement items and the case example strategic 
plan items identified items relatable to at least one item on the corresponding level of the 
opposing document.  The evaluation process deemed items to have a relationship with 
another item on the opposing document in cases where both items addressed the same 
subject matter or contained matching concepts.  Additionally, there are items within the 
Criteria that were not applicable to the case study organization.  The evaluation process 
noted these items and the equation for percent of items relatable did not factor non-
applicable items.  The sum of items identified as relatable to at least one item on the 
opposing document, divided by total items applicable for each level calculated the 
percentage of items relatable for each evaluation.  
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Rationale 
 If comparison results process relatively high percentages, then this study provides 
case example evidence to support the theory that the Baldrige Program is not necessary a 
change in philosophy for SMEs but a potential focusing tool intended to enhance an 
organization’s current practices.  Since the Baldrige Program evaluates decisions and 
practices prescribed by an organization’s management, there is potential for management 
to perceive the Baldrige Program as a nuisance that highlights what management is 
“doing wrong”, while changing the direction of the organization away from the path that 
management has deemed best suited to lead towards organizational success.  Conversely, 
if managers of SMEs have the perception of the Baldrige Program as being an enhancer 
of current methods instead of a foreign methodology, then managers may be more 
inclined to accept Baldrige Program.   
The purpose of this study was to provide a case study of a SME using the 
Baldrige Program’s principles without direct knowledge of Criteria by evaluating the 
extent of parallel principles and practices.  Even if the comparison results demonstrate 
very little evidence of linkage between the Criteria and the case example strategic plan, 
this study will not prove that SMEs do not routinely use the Baldrige Program principles 
because in itself this study is just one case study.  However, if results reveal very little 
linkage between the case example strategic plan and the Criteria, then this study provides 
case example evidence of the potential volume of opportunities for improvement the 
Baldrige Program may process for SMEs.   
  
  7 
Baldrige Program 
The Baldrige Program assists organizations in analyzing enhancement efforts, 
assesses the organizations overall performance management system, and identifies the 
organization’s strengths and improvement opportunities.  The Baldrige Program also 
facilitates the sharing of best practices in-between organizations, and recognizes 
organizations that achieve success in the form of a national performance excellence 
award, the Malcolm Baldrige National Quality Award (MBNQA).  The purpose of the 
Baldrige Program is not to present awards, but to provide organizations with a low cost 
systematic approach of continuous performance enhancements toward overall 
organizational performance excellence.  The award process requires learning through 
self-assessment and provides feedback from an outside perspective of the organization 
(KyCPE, 2009).    
Congress named the Baldrige Program after former United States Secretary of 
Commerce, Malcolm Baldrige, who was a proponent of quality management for U.S. 
companies being the key for economic prosperity and sustainability.  In 1987, President 
Ronald Ragan passed the Malcolm Baldrige National Quality Improvement Act that lead 
to the creation of the Baldrige Program.  In 2010, the Baldrige Program, formally known 
as the Malcolm Baldrige Quality Award Program, rebranded itself after perception 
analyst surveys.  Originally, the Baldrige Program presented the Malcolm Baldrige 
National Quality Awards in three sectors: manufacturing, service, and small business.  In 
1998, the Baldrige Program scope increased with the addition of the healthcare and 
education sectors.  In 2005, the addition of nonprofit/government expanded the Baldrige 
Program’s sectors again (BPEP, 2012).  
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The Baldrige Program administers the Baldrige Criteria for Performance Excellence.  
The Criteria is a non-prescriptive approach for performance enhancement, which defines 
and facilitates a reflection of performance excellence.  The Criteria assists organizations 
in creating a focus on: increasing value to customers and stakeholders, organizational 
sustainability, organizational effectiveness and efficiency, and organizational and 
personal learning.  The Criteria is a validated organizational performance assessment tool 
that requires self-reflection through over 200 questions while being the evaluation 
instrument used for the Baldrige Program’s national quality award.  The Baldrige 
Program publishes and maintains three different versions of the Criteria with the 
healthcare and education sectors each applying different versions, and the remaining 
sectors employing the business version.  The case example organization could potentially 
file for classification under two sectors, government/nonprofit or small business, but both 
sectors use business version of the Criteria.  The different versions of the Criteria are 
overwhelming similar and all share the identical framework (BPEP, 2012). 
Seven categories of management constitute the Criteria: 
• Leadership 
• Strategic planning 
• Customer focus 
• Measurement, analysis, and knowledge management 
• Workforce focus 
• Operations focus 
• Results 
 
The first six process categories consist of questions that ask how an organization 
performs its operations.  The last category asks how well an organization is doing at 
performing its operations.  The Criteria contains a preface to the seven categories termed 
the organizational profile.  The organizational profile requires organizations to provide a 
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detailed description of the organization.  The administrators of the Baldrige Program, the 
National Institute of Standards and Technology (NIST), acknowledge that the Criteria 
itself is designed to be a continuous work in progress by updating the Criteria every other 
year; applying lessons learned (BPEP, 2012). 
At least two sections subdivide each of the seven categories and the organizational 
profile of the Criteria.  A theme headlines each section.  Each section contains a title 
question that portrays the central concept of the section’s requirement items and is the 
basic requirement level item(s) for each section.  Sections are broken into topics.  Topics 
contain the overall requirement level items.  The topics contain introductory instructional 
sentences that address the most significant features of the topic requirements and are the 
overall requirement level items.  Beneath topic requirement items are subheadings with 
questions containing the multiply requirements level items (Criteria, 2010). 
The Kentucky Center for Performance Excellence (KyCPE) oversees the state level 
award for the Baldrige Program in Kentucky.  In order for an organization to apply for a 
national level award from the Baldrige Program, the organization must first achieve an 
excellence level award from the organization’s state or regional Baldrige based program.  
KyCPE uses a four-step award program: interest, commitment, achievement, and 
excellence (see definition of terms).  The first level award, interest, requires applicants to 
complete only the organizational profile section of the Criteria.  The second level award, 
commitment, evaluates applicant’s responses to Criteria requirement items on the basic 
requirement level (the Criteria requirement level used for this study’s level one 
comparisons).  The third level award, achievement, evaluates applicant’s responses to 
Criteria requirement items on the overall requirement level (the Criteria requirement level 
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used for this study’s level two comparisons).  The forth level award, excellence, evaluates 
applicant’s responses to Criteria requirement items on the multiple requirement level (the 
Criteria requirement level used for this study’s level three comparisons). 
Limitations 
 The objective of this study was to provide a comparison of the case example 
organization’s strategic plan against the Baldrige Program’s Criteria.  The case example 
organization may practice other items identified in the Criteria but the case example 
organization’s management did not document these practices within the case example 
strategic plan.  This study did not account for current practices of the case example 
organization not documented in the case example strategic plan.  The Baldrige Program 
requires documentation of organizational practices in the form of award applications.  
Any practice not documented in an organization's award application does not receive 
consideration from the Baldrige Program for compliance scoring.   
 The Baldrige Program does not evaluate responses to the Criteria using a yes or 
no method.  Examiners and judges evaluate responses (award applications) to the process 
categories of the Criteria requirements on four levels: approach, deployment, learning, 
and integration (see definition of terms for explanations of each level).  Since this study 
only utilized the case example strategic plan, and only attempted to identify linkages 
between the case example strategic plan and the Criteria, the examination process used a 
yes or no method to determine linkage.  Results expressed degree of linkage as the 
amount and percentages of items identified as relatable, not the degree to which items are 
relatable.  The Baldrige Program requires organizations to structure the organization’s 
responses to the Criteria, (award applications) in sentence paragraph form and may be up 
  
  11 
to fifty pages of single spaced twelve-point font.  The case example strategic plan does 
not contain sufficient detail for a full Baldrige Program evaluation.  This study’s 
evaluation process also did not consider the profile and results categories of the Criteria.  
An organization strategic plan inherently does not consist of the requirement items 
contained in the profile and results categories of the Criteria.  The case example strategic 
plan did not provide current state feedback for goals and objectives nor does the case 
example organization strategic plan explain in detail the profile of the organization.   
Delimitations 
 The case example organization was a sub organization under a larger 
organization.  The case example strategic plan contained information for all of the sub 
organizations under the larger organization.  This study’s scope only encompassed the 
water/wastewater division of the larger utility; so therefore, this study only evaluated 
items in the case example strategic plan pertaining to the water/wastewater division.  
Creators of the case example strategic plan identified items on the goal level of the 
strategic plan by which division or department originated the item.  This study 
encompassed items from the water/wastewater division, the human resource department, 
and the marketing department since those division and departments were the ones directly 
related to the case example organization.  The author verified with the KyCPE that the 
water/wastewater division would be eligible to apply for the KyCPE performance 
excellence award as a standalone organization.  Although KyCPE recommended that if 
the case example organization desired to apply for a national award, the entire 
organization should apply for the award as a whole. 
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Assumptions  
 This study assumed that, to some SMEs’ management, failure to understand that 
the Baldrige Program is not necessarily a complete change in management and 
operational philosophy but a systematic approach of focusing efforts on proven methods 
was a legitimate resistance to deploying the Baldrige Program within the managers’ 
organization.  In addition, this study also assumed that in order to reduce resistance to 
change, one could reduce the perceived level of the degree of change.  If this study 
provided case example evidence of a SME practicing a significant amount of Baldrige 
Program principles and philosophies without direct knowledge of the Criteria, advocates 
of the Baldrige Program can present this study to other SMEs in order to demonstrate the 
enhancement attributes of the Baldrige program, which do not require a complete change 
in organizational direction. 
The accuracy of the results relied on the researcher’s ability to interpret the 
Criteria and the case example strategic plan correctly, and correlate linkages between the 
two.  The researcher completed the evaluators training for KyCPE’s award applications 
to obtain a better interpretation ability of the Criteria.  The researcher was also very 
familiar with the case example organization and processed communication ability with 
the case example organization’s management in the event of a need for clarification of 
case example strategic plan. 
Definition of Terms 
Approach (Baldrige Program examination level of Criteria responses) – the extent of 
 methods used to accomplish an organization’s process and the degree to which 
 the methods fulfill requirement items 
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Baldrige Program (Baldrige Performance Excellence Program) – a national public private 
 partnership, overseen by the National Institute of Standards and Technology, 
 with a dedication to performance excellence 
Criteria – (the Baldrige Program’s Criteria for Performance Excellence) – the Baldrige 
  program’s instrument for organization to conduct self-assessments; used as the 
 evaluation standard for Baldrige award applicants  
Deployment (Baldrige Program examination level of Criteria responses) – the extent and 
 consistency to which an organization’s approach is applied in addressing  
 requirement items 
Integration (Baldrige Program examination level of Criteria responses) – the 
extent and consistency to which an organization’s approach is aligned with 
organizational needs across processes and work units to support organizational-
wide goals 
KyCPE (Kentucky Center for Performance Excellence) – Kentucky’s Baldrige based 
 organization 
KyCPE Level One Award – Interest: awarded to organizations for demonstrating interest 
 in the Baldrige award process and achieving performance excellence 
KyCPE Level Two Award – Commitment:  awarded to organizations for demonstrating
 commitment to achieving performance excellence 
KyCPE Level Three Award – Achievement: awarded to organizations for demonstrating 
 progress in achievement of performance excellence 
KyCPE Level Four Award – Excellence: awarded to organizations for demonstrating  
 performance excellence 
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Learning (Baldrige Program examination level of Criteria responses) – the extent of
 refining an organization’s approach to fulfilling requirement items through cycles 
 of evaluations and improvements  
Performance Excellence – operating at an high degree of effectiveness and efficiency 
Performance Enhancements – improving an organization’s business results  
SME (Small and Medium-sized Enterprises) – Organizations whose number of 
 employees fall beneath a certain amount though there is no universal accepted 
 standardized amount for classification 
Water/wastewater Utility- an organization that provides potable water and wastewater 
 services to residential, commercial, and/or industry customers  
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Literature Review 
Creation of the Baldrige Program 
 Before fully understanding the purpose and origin of the Baldrige Program, an 
awareness of the state of American manufacturing prior to the Baldrige Program’s 
creation is required.  A quote in a June 8, 1987, special report in reference to quality in 
Business Week provides insight into the sentiment in America; “For U.S. industry, the 
message is clear.  Get better or get beaten.”  A copy of that report, with notations 
penciled in the margins, is still located in the offices of the Baldrige Program.  Curt 
Reimann, the first director of the Baldrige Program claimed that the report brought a 
much-needed focus to the growing necessity of quality improvement in American 
industry ("How the baldrige," 2012). 
 Some people contended that U.S.’s quality revolution began earlier with a June 
1980 NBC News broadcast “If Japan Can… Why Can’t We?” The broadcast explained 
how Japan conquered the auto and electronics world markets by adhering to W. Edwards 
Deming’s advice.  Dr. Deming stressed the importance of continuous improvement and 
viewing manufacturing systems as a whole, not individual independent parts ("How the 
baldrige," 2012). 
 In June 1983, President Ronald Reagan formed the President’s Commission on 
Industrial Competitive to identify approaches to increase private sectors’ ability to 
compete on a global stage.  The commission reported to the senate that the U.S. was no 
longer out in front, and the U.S. must buckle down.  Also in 1983, a final report, 
sponsored by the American Productivity and Quality Center, recommended the creation 
of a national quality award.  The National Productivity Advisory Committee 
recommended the creation of a national medal for productivity in that same year.  An 
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April 1984 report by the White House Conference of Productivity also recommended the 
creation of a national medal of productivity.  Due to the lack of progress with the 
government implementing a national quality award, corporate quality business leaders 
created the Committee to Establish a National Quality Award ("McDonnell & Hudiburg, 
1988). 
 While the pieces were falling into place for the creation of a United States quality 
award, Florida Power and Light (FPL), an American utility, was collaborating with the 
Union of Japanese Scientist and Engineers in order to apply FPL to Japan’s version of a 
national quality award, the Deming Prize.  FPL benchmarked their improvement efforts 
to Kansia Electric of Osaka, Japan, who FPL believed to be the most quality-focused 
utility in the world.  Reimann repeatedly sighted the FPL improvements, and claimed 
FPL accomplishments became the driving force for a national quality award (Bell & 
Keys, 1998). 
 On June 8, 1987, the House of Representatives passed a bill to create a national 
quality award, and then sent the bill to the Senate where nothing happened for six weeks.  
According to Kent Sterett, the head of quality at FPL, prognosis of the bill passing into 
law was bleak.  On July 25, 1987, the current Secretary of Commerce, Malcolm Baldrige, 
died in a rodeo accident.  Some people claimed that Baldrige, a close friend of President 
Reagan, was the government’s most notable business leader.  Baldrige earned his 
reputation by transforming a struggling brass mill into a multimillion-dollar success 
while acting as the organization’s CEO (Verity, 1988).  Reimann claimed, although a 
terrible accident, Baldrige’s death created a rallying vehicle for people.  On August 20, 
1987, the bill became a part of the law after the Senate passed the bill and the House 
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agreed to rename it to honor Baldrige and appeal to then President Reagan (Bell & Keys, 
1998).  
Public Law 100-107, Malcolm Baldrige National Quality Improvement Act, 
required the guidelines for the award criteria to be applicable by business, industrial, 
governmental, and other organizations in order to assess internal quality improvement 
efforts.  The National Bureau of Standards (later renamed the National Institute of 
Standards and Technology {NIST}) was placed in charge of the award process and 
creating the criteria.  Initially labeled The Malcolm Baldrige National Quality Award 
Program, in 2010, administrators rebranded the program as the Baldrige Program.  
Additionally in 2010, the administrators rebranded the previously titled The Malcolm 
Baldrige National Quality Award Criteria to the Baldrige Criteria for Performance 
Excellence.  Originally, the business version was the only version of the Criteria, with 
award categories in three sectors: manufacturing, service, and small business.  In 1998, 
the Baldrige Program created two additional versions of the Criteria, one for health care, 
and one for education.  The Baldrige Program expanded the sectors of the national award 
in 1999 to cover the new additions.  In 2005, the Baldrige Program’s scope expanded 
again by adding another sector, nonprofit/government.  Unlike the previous addition of 
sectors, the Baldrige Program only modified the business version of the Criteria to 
encompass the nonprofit/government sector (BPEP Begin, 2012).    
U.S. Senators already had the power to present the U.S. Senate Productivity 
Award to companies within the Senators’ states, an award for quality and productivity 
improvement efforts established by a Senate Resolution in 1982.  State award programs 
started to become Baldrige based with the encouragement of the National Governors’ 
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Association.  In 2005, a collaboration of state, local and regional Baldrige based 
programs created the Alliance for Performance Excellence (APE) to assist with better 
coordination of their resources (BPEP Begin, 2012).  The APE has become a feeder 
program to the national award.  The Baldrige Program requires (with a few exceptions) 
that organizations win an APE level award before applying for a national level award.  
Currently, either a state has a statewide Baldrige based award program, or a regional 
Baldrige based award program covers the state (APE, 2011).  Kentucky’s member of the 
APE, KYCPE, was created in 2005 as a not for profit organization (KYCPE, 2009). 
 The Baldrige Program administers a self-assessment tool to lead American 
organizations to performance excellence known as the Criteria.  According to the Criteria 
for Performance Excellence (2010), the framework that creates the Criteria consists of an 
organizational profile and the seven categories of the criteria requirements.  An 
organizational profile depicts the manner in which an organization operates by providing 
insight into the organization’s environment, key working relationships, strategic situation, 
and performance management system.  The seven categories of the Criteria (1} 
Leadership, 2} Strategic Planning, 3} Customer Focus, 4} Measurement, Analysis, and 
Knowledge, 5} Workforce Focus, 6} Operational Focus, 7} Results) define an 
organization’s process, how the organization makes fact-based decisions, and the results 
of the organization.  Below is an overview of the criteria (Criteria, 2010): 
 
Preface: 
Organizational Profile 
 P.1 Organizational Description 
 P.2 Organizational Situation 
 
Categories:        
1. Leadership              
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1.1. Senior Leadership        
1.2. Governance and Societal Responsibility     
2. Strategic Planning             
2.1. Strategy Development       
2.2. Strategy Implementation        
3. Customer Focus              
3.1. Voice of Customer        
3.2. Customer Engagement       
4. Measurement, Analysis, and Knowledge Management         
4.1. Measurement, Analysis and Improvement of Organizational Performance 
4.2. Management of Information, Knowledge, and Information Technology 
5. Workforce Focus             
5.1. Workforce Environment       
5.2. Workforce Engagement       
6. Operations Focus              
6.1. Work System        
6.2. Work Processes       
7. Results              
7.1. Product and Process Outcomes                
7.2. Customer-Focus Outcomes      
7.3. Workforce-Focus Outcomes      
7.4. Leadership and Governance Outcomes     
7.5. Financial and Market Outcomes      
 
Effectiveness of the Baldrige Program 
Wilson and Collier (2000) empirically examined the general theory behind the 
Criteria; leadership dictates system performance, which drives both business results and 
customer satisfaction.  The authors’ survey consisted of 101 indicators linked to the 
Criteria.  The authors administered the survey to 800 manufacturers from the U.S. 
automotive industry and received 226 responses.  Results led the authors to conclude that 
leadership cannot directly affect customer satisfaction or business results; however, 
leadership does affect process management, and information and analysis, which drives 
business results and customer satisfaction.  
 Link and Scott (2001) provided an evaluation of economic impact of the Baldrige 
Program in terms of return on investment.  The researchers mailed surveys to 875 
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members of the American Society of Quality.  The researchers received 65 responses 
with 23 respondents reporting that the organization had deployed the Baldrige Program to 
some extent.  Out of the 23 respondents with a with Baldrige experience, 14 responded to 
Link and Scott’s enquire of the estimated total cost of implementing Baldrige, and the 
estimated total cost to achieve the benefits received from the Baldrige Program if the 
Baldrige Program was not available.   
 Based on the responses, Scott and Link (2001) inferred $2.17 billion in benefits 
received from the 875 members of the American Society for Quality.  The researchers 
further expanded the inferential statics and claimed $24.65 billion of benefits received 
from the US economy as a whole.  The social cost of operating the Baldrige program at 
the time was $119 million.  Thus, Link and Scott (2001) concluded the Baldrige Program 
as a 207-to-1 benefit-to-cost ratio.  
 Link and Scott (2011) reexamined the economic impact of the Baldrige program 
in terms of return on investment.  The Baldrige Program requested the 272 organizations 
that had applied for a national Baldrige award in the years 2007 to 2010 to participate in 
the study though the completion of an online survey.  Forty-five organizations submitted 
survey responses.  Similar to the previous surveys Link and Scott (2001) had deployed, 
the updated survey contained questions regarding the organizations’ benefit-to-cost ratio.  
However, the study calculated the benefits received with a different formula.  Benefits 
included implementation savings, avoiding shortfalls in consumer surplus, and avoiding 
shortfalls in producer surplus.  The study divided the total benefits received from the 45 
respondents by the total implementation cost of the Baldrige Program, plus the total cost 
of administering the Baldrige Program.  Results demonstrated a 351-to-1 benefit-to-cost 
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ratio.  Link and Scott (2011) inferred using the responded data and total amount of 
responded sales compared to the survey population, that the US economy received an 
820-to-1 cost-to-benefit ratio from the 272 Baldrige award applicants. 
Appropriateness to the Case Example Organization 
This study used a public owned water utility that was a division of a larger 
organization and had less than one hundred employees as the case example organization.  
In order to provide the relevance of the Baldrige Program deployed in a water utility, the 
author searched for an example of a water utility applying for or winning a Baldrige 
based award on any level.  The author examined the previous national award winners and 
contacted state and regional Baldrige based award programs.  Efforts resulted in the 
finding of no cases of a water utility wining a Baldrige based award on the national, 
regional, or state level.  Since there was a lack of documentation of water utilities 
implementing the Baldrige Program, a review of literature that examined 
implementations in similar conditions to the case example organization supplemented; 
including implementation in small organizations, local government and on the 
department level.  
 The American Society for Quality article “How the Smallest Baldrige Award 
Winner Creates Big Business Success” (2000) contained an interview with Dale 
Crownover, the president and CEO of Texas Nameplates.  With just sixty-six employees, 
Texas Nameplate was the smallest company to win the MBNQA at the time of the 
interview.  Cornwell claimed that his company’s size was more of an advantage then 
disadvantage, and wondered how extremely large companies similar to Boeing take the 
Baldrige journey with over 30,000 employees.  Texas Nameplate benchmarked the 
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organization’s philosophies and approach towards customer service to Solectron, a $30 
billion company. 
 Lynn and Rapp (2007) examined how the Baldrige Program’s application value 
was not limited to the private sector but also included value to local governmental 
entities.  The authors claimed that since the Baldrige Program’s framework promotes 
quality and excellence, not just to drive profits, any organization (public or private) could 
benefit from implementing the Baldrige Program.  The authors asserted that since health 
care organizations, public school systems, colleges, and numerous service organizations 
have demonstrated Baldrige Program implementations with great success, there was no 
reason to believe that local government entities could not benefit from the deployment of 
the Baldrige Program.  The authors provided proof that successfully applying the 
Baldrige Program to local government was feasible by highlighting two case examples of 
successful Baldrige Program implementation in local government: Coral Springs Florida 
and Dakota County, Minnesota.  The authors listed five reasons the Baldrige Program 
should be the management framework of local governments: 
1. It’s not prescriptive 
2. It’s a comprehensive system 
3. It’s about performance, not techniques 
4. You’ll uncover opportunities and build consensus 
5. It’s the best practice 
 
According to the authors, the International City/County Management Association 
(ICMA) was the premier leadership organization for local governments worldwide, 
uniquely responsible for identifying, evaluating, and promoting good management 
concepts within local governments.  The authors provided links between the ICMA core 
practice areas and the Criteria categories.  The ICMA’s core content areas linked to the 
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Criteria categories with the Criteria categories italicized for identification (Lynn and 
Rapp 2007): 
 1. Leadership: 
 1.Staff effectiveness   
 2. Policy facilitation   
 6. Initiating, risk taking, vision, creativity, and innovation   
 8. Democratic advocacy and citizenship participation   
 9. Diversity 
 
 2. Strategic Planning: 
 13.Strategic Planning  
  
 3 Customer and market focus: 
 4.Citizen service   
 8. Democratic advocacy and citizenship participation   
 9. Diversity 
 
 4. Measure, analysis, and knowledge management: 
 5. Performance measurement/management and quality assurance   
 7. Technology literacy 
 
 5. Workforce focus: 
 9. Diversity   
 12. Human resources management 
 
 6. Process management: 
 3. Functional and operational expertise and planning   
 5. Performance measurements/management and quality assurance 
 
 7. Results: 
 10. Budgeting   
 11. Financial analysis    
 
Fiero and Holmes (1993) presented the case example of the deployment of the 
Baldrige Program at a department level in the Micro-Rel division of Medtronic Inc.  The 
authors claimed the case example demonstrated that the Criteria was an effective means 
of assessing organizations on the department level, regardless if the entire organization 
was deploying the Baldrige Program or not.  Micro-Rel division of Medtronic Inc. did 
complete a formal application for a Baldrige award.  The authors do not present any 
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empirical data to validate the author’s claims.  However, the authors did offer employee 
comments that demonstrated the increase awareness and employee buy-in to 
organizational strategic planning and goals.  
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Methodology 
 
 This study provided comparisons between the Baldrige Program’s Criteria and a 
SME’s strategic plan.  A cross-examination identified Criteria requirement items whose 
subject matter are relatable to the subject matter of items contained within the case 
example strategic plan; along with the inverse identifications from the case example 
strategic plan’s perspective.  The Criteria items were first reconstructed into a single 
requirement items so that each item only processed one requirement item.  Examinations 
occurred across the three different corresponding levels of the Criteria and the case 
example strategic plan.  Results contained the total number of items on each level of both 
documents that were relatable to the opposing document, as well as the percent of 
applicable identified relatable items.  The results also contained the combined values, 
along with a weighted percentage, of all three levels of the Criteria, to represent the 
degree in which the Criteria is relatable as a whole to the case example strategic plan. 
Examiner Training 
 For a more comprehensive knowledge of the Baldrige Program, and how to 
evaluate organizations’ responses to the Criteria requirements, the researcher attended 
KyCPE’s examiners training.  The training qualified the researcher to grade KyCPE 
award applicants’ responses to the Criteria as part of KyCPE’s award process.  Although 
one note of importance is that official KyCPE award application scoring is not an 
individual effort.  The final scores KyCPE award applicants receive is an agreed upon 
score from a team of examiners and judges.  If the case example organization submitted a 
KyCPE award application, an examination team made up of individuals that received 
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identical formal training as the researcher would score the organization’s responses to the 
Criteria. 
Rewriting into Single Requirement Items 
The majority of the Criteria sentences that contain the requirement items 
encompass multiple requirement items within single sentences.  Since this study only 
identified applicable items as relatable to the opposing document or not, deconstruction 
and reconstruction amended the Criteria sentences that contain multiple requirement 
items into multiple sentences so that each sentence contained a singular requirement item.  
Criteria sentences that originally contained singular requirement items per sentence 
remained unrevised.  The format and style of items within the case example strategic plan 
did not constitute nor permit translations into items that contained singular ideals.  Even 
though this study did not use category 7 of the Criteria for comparisons, the researcher 
transformed requirements in category 7 into singular requirement items for calculating 
total requirement items within the Criteria.  
Generally, if a requirement sentence contained the word “and” in it, then that 
sentence required rewriting the sentence into multiple sentences so that each sentence 
only contained one requirement item.  For example, the first question in the multiple 
requirement level, “How do senior leaders set your organization’s vision and values?” 
(Criteria, 2010, p.7), required a rewrite into two different requirement items:  
“How do senior leaders set your organization’s vision?” 
“How do senior leaders set your organization’s values?” 
If the Criteria sentence contained multiple “ands” then that sentence required 
rewriting.  The researcher rewrote that sentence as multiple sentences that contained all 
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combinations of requirement items within the original sentence.  As a result, the 
researcher expressed every aspect of the original sentence as having a singular 
requirement per item.  For example, the question “How do you consider societal well-
being and benefit as part of your strategy and daily operations?” (Criteria, 2010, p.8) 
required a rewrite into four different requirement items:    
“How do you consider societal well-being as part of your strategy?” 
“How do you consider societal benefit as part of your strategy?” 
“How do you consider societal well-being as part of your daily operations?” 
“How do you consider societal benefit as part of your daily operations?” 
The exemption the researcher made to the “and” rule was the term “data and 
information”.  The researcher believed that information is data in an interpretable format.  
Therefore, before data is usable by humans, data requires transformation into 
information.  Data is unusable to humans without the transformation into information, 
and information cannot exist without data.  Therefore, this study considered data and 
information as two parts of a whole. 
The term “or” within Criteria requirement sentences did not require rewriting of 
that sentence.  For example, the researcher kept the sentence “Project your organization’s 
future performance relative to key comparisons on these performance measures or 
indicators.” (Criteria, 2010, p.11) as one requirement item because the original 
requirement item was focused on “organization’s future performance relative to key 
comparisons on these performance measures”, not rather the measurements was 
expressed as key measures or indicators.  In addition, since the Criteria uses the word 
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“or” instead of “and”, addressing either one of the concepts within the requirement 
fulfilled that items requirement.   
Requirement sentences that contained the term “including” did not require a 
rewrite into multiple requirement items solely contingent on concepts the requirement 
stated to include.  For example the requirement sentence “Describe how members of your 
workforce, including leaders, are developed to achieve high performance.” (Criteria, 
2010, p.19) was unaltered and remained as one requirement item.  The single requirement 
items this study generated did not contain the term “as appropriate” even though some 
original Criteria requirement sentences included the term at the end of the sentence.  The 
researcher determined to omit the term “as appropriate” due to the fact every requirement 
item received an evaluation to determine the requirement item’s applicability the case 
example organization. 
Transfer and Identifiers 
Once Criteria requirement sentences were dissected into single requirement items, 
the single requirement items were transferred into an excel workbook under the 
requirement items originating requirement sentence, while maintaining the integrity of 
the Criteria hierarchies, subheading, and sequence (see Appendix A for categories 1-6 
and Appendix B for category 7).  The researcher gave all requirement items, including 
the original Criteria requirement sentences and the newly derived single requirement 
items a unique identification number depending on the level of requirement the item 
belonged to and the item’s location in the Criteria.  Basic level requirement items 
identifiers began with a “B”, overall level requirement items identifiers began with an 
“O”, and multiple level requirement items identifiers began with an “M”.  Single 
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requirement items processed the same first digits as the Criteria requirement sentence the 
single requirement item originated from with the addition of a period and a sequencing 
number at the end.  For example, single requirement items M1.1a1/1.1 and M1.1a1/1.2 
originated from Criteria requirement item M1.1a1/1. 
The researcher also transferred the items from the case example strategic plan to 
an excel workbook and assigned a unique identifier, while preserving the items’ original 
hierarchies and sequences (see Appendix C).  The case example strategic plan’s major 
themes identifiers began with “T”, objectives identifiers began with an “S’, and goals 
identifier began with a “G”.  To assist in a truer understanding of the purpose of the 
stated goals during the comparisons, the identifiers for goals had the department that 
originated the goal encoded into it.  Identifiers for goals originated directly from the 
water division were formatted G#W#.  Identifiers for goals originated from the human 
resources department were formatted G#H#.  Identifiers for goals originated from the 
marketing department were formatted G#H#. 
Comparisons 
 This study evaluated each of the three levels of the Criteria (basic requirement 
level, overall requirement level, and multiple requirement level) against the  
corresponding levels of the case example strategic plan (major themes, objectives, and 
goals).  Each comparison level provided two evaluation results; one from the perspective 
of how many applicable Criteria requirement items were relatable to items in the case 
example strategic plan, and one from the perspective of how many of the case example 
strategic plan items were relatable to requirement items in the Criteria.  Additionally, 
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results contained a combined evaluation of all applicable Criteria requirement items 
relatable to items in the case example strategic plan.  
 Evaluation of a Criteria requirement items entailed determining rather each 
requirement item was applicable to the case example organization.  An “A” notated all 
non-applicable requirement items.  Then a cross-examination of applicable Criteria 
requirement items established those Criteria requirement items that the researcher could 
identify as relatable to at least one case example strategic plan item, and case example 
strategic plan item relatable to at least one Criteria requirement item.  When the cross-
examination identified two items as relatable, a “Y” placed beside the item noted the item 
as identified as being relatable along with the relatable item’s identifier from the 
corresponding document recorded below the item.  The cross-examination identified 
some items as having multiple relatable items.  The researcher documented all items 
identified as relatable to those items below the item.  Appendix A and C contain the 
documentation from the above stated process. 
The researcher determined if two items were relatable by concluding if the subject 
matter of the two items corresponded with one another or if both items addressed the 
same concepts.  The researcher examined both documents numerous times in an attempt 
to discover all relatable items.  While the method was highly subjective, the whole 
Baldrige award process is subjective with applicants scores determined by examiners and 
judges subjectively.   
Level One Comparisons 
Level one comparisons consisted of the case example strategic plan’s major 
themes and the Criteria’s basic requirement items.  Level one comparisons provided the 
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framework for comparisons of the proceeding levels.  Although labeled as basic 
requirement items in the Criteria, each basic requirement item’s scope is massive and 
encompassed an expansive range of the requirement item’s subject matter.  Likewise, the 
major themes of the case example strategic plan are very general in nature with wide-
ranging scopes.  Two evaluations comprised level one comparisons: one evaluation from 
the perspective of the Criteria basic requirement items relatable to the case example 
strategic plan major themes and a second evaluation from the perspective of the case 
example strategic plan major themes relatable to the Criteria basic requirements items. 
L1E1 - Level one comparison/evaluation one provided the total of and the 
percentage of applicable basic requirement items of the Criteria identified as 
relatable to at least one case example strategic plan major theme.   
L1E2 - Level one comparison/evaluation two provided the total of and the 
percentage of case example strategic plan major themes identified as relatable to 
at least one Criteria basic requirement item.   
Level Two Comparisons 
Level two comparisons consisted of the case example strategic plan objectives 
and the Criteria overall requirements items.  Items on level two are general in nature 
although more specific then level one items.  The linkages found during level one 
comparisons helped guide level two comparisons, even though level two comparisons did 
not require a level one linkage of the items directly above the items in the hierarchy.  
Two evaluations comprised level two comparisons: one evaluation from the perspective 
of the Criteria overall requirements items relatable to the case example strategic plan 
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objectives and the second evaluation from the perspective of the case example strategic 
plan objectives relatable to the Criteria overall requirements items. 
L2E1 - Level two comparison/evaluation one provided the total of and the 
percentage of applicable overall requirement items of the Criteria identified as 
relatable to at least one case example strategic plan objective.   
L2E2 - Level two comparison/evaluation two provided the total of and the 
percentage of case example strategic plan objectives identified as relatable to at 
least one Criteria overall requirement item.   
Level Three Comparisons 
Level three comparisons consisted of the case example strategic plan goals and 
the Criteria’s multiple requirements items.  Items on level three are specific in nature.  
The linkages found during level one and two comparisons helped guide level three 
comparisons, even though level three comparisons did not require a level one or two 
linkage of the items directly above the items in the hierarchy.  Two evaluations 
comprised level three comparisons: one evaluation from the perspective of the Criteria 
multiple requirements items relatable to the case example strategic plan goals and the 
second evaluation from the perspective of the case example strategic plan goals relatable 
to the Criteria multiple requirements items. 
L3E1 - Level three comparison/evaluation one provided the total of and the 
percentage of applicable multiple requirement items of the Criteria identified as 
relatable to at least one case example strategic plan goal.   
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L3E2 - Level three comparison/evaluation two provided the total of and the 
percentage of case example strategic plan goals identified as relatable to at least 
one Criteria multiple requirement item.   
Combined Criteria Requirement Items  
 Combined Criteria requirement items results contained a summation of results 
from all three levels of evaluations of the Criteria requirement items (L1E1, L2E1, and 
L3E1).  The results represented the total number of applicable Criteria requirement items 
identified as relatable to at least one strategic plan item one the item’s corresponding 
level as well as the total number of applicable Criteria requirement items.  The total 
number of applicable requirement items on each level weighted the calculation 
percentage of the total Criteria requirement items identified as relatable to at least one 
strategic plan item on the item’s corresponding level.    
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Results 
 
Breakdown of Items 
 Before cross-examination of the Criteria and the case example strategic plan, the 
Criteria requirement sentences that contained multiple requirements required dissection 
and reconstruction so that requirement items only contained one requirement per item.  
The Baldrige Program contends that there are around two hundred questions 
(requirements) on the Criteria’s multiple requirement level (BPEP, 2012).  However, as 
the results below demonstrate, there were far more requirements when the author 
dissected Criteria requirement sentences into single requirement items.  Table 1 contains 
the number of requirement sentences in the Criteria and the number of single requirement 
items this study identified and used for sections 1.1 through 6.2.  Table 1 also displays a 
breakdown of the total number of Criteria requirement sentences and the total number of 
single requirement items found on each requirement level within each section of the 
Criteria.   
 To provide further and a more comprehensive analytical description of the full 
numerical volume of the Criteria’s requirement sentences and the items in singular 
requirement form, the researcher also dissected and reconstructed the results category 
sections’ (sections 7.1 through 7.5) into single requirement items.  Table 1 contains the 
total number of items for category 7 in the same manner as the rest of the categories, with 
the exception of; values represent the entire category, not individual sections within the 
category.  Table 1 also contains the total number of Criteria requirement sentences and 
the total number of single requirement items for all seven categories, expressed for each 
level and a combined total. 
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 This study identified 877 single requirement items within the Criteria, 789 of 
which were located in the process categories (1-6).  As expected, the majority of single 
requirements items, 84%, were located on the multiple requirement level, with 736 single 
requirement items identified.  The overall requirement level contained the highest ratio of 
identified single requirements to original requirement sentences at four to one.  
Table 1  
Number of Requirement Items 
 
 
Criteria Sections 
  
 
1.1 1.2 2.1 2.2 3.1 3.2 4.1 4.2 5.1 5.2 6.1 6.2 1-6 7 Total 
Cr
ite
ria
 R
eq
ui
re
m
en
t It
em
s b
y L
ev
el 
Basic Org.  1 1 1 1 1 1 1 1 1 1 1 1 12 5 17 
Basic Single 1 2 1 1 1 2 3 3 2 2 3 3 24 8 32 
                            
 
  
Overall Org. 2 2 2 3 1 2 1 2 2 3 1 1 22 5 27 
Overall Single 4 6 4 5 3 3 8 32 5 6 12 9 97 12 109 
                            
 
  
Multiple Org. 18 23 24 18 13 19 17 11 16 23 12 14 208 21 229 
Multiple Single 45 82 76 42 41 82 56 42 59 80 35 28 668 68 736 
                        
 
  
 
  
Total  Org. 21 26 27 22 15 22 19 14 19 27 14 16 242 31 273 
                                
Total   Single 50 90 81 48 45 87 67 77 66 88 50 40 789 88 877 
Note. Rows represent the original requirement sentences in the Criteria and the single 
requirement items this study identified for each level of requirements in the Criteria 
including the combined results.  Columns represent the sections of the Criteria including 
combined results for sections 1.1 through 6.2 (1-6), and combined results for all sections 
(Total).  
Evaluation Results 
L1E1. Level one comparison/evaluation one provided the total of and the 
percentage of applicable basic requirement items of the Criteria identified as 
relatable to at least one case example strategic plan major theme. (See Table 2) 
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Table 2 
Basic Requirement Items Relatable 
  
Criteria Section 
 
 
 1.1 1.2 2.1 2.2 3.1 3.2 4.1 4.2 5.1 5.2 6.1 6.2 Total 
Id
en
tif
ie
d 
A
s Yes 0 2 0 0 0 2 0 1 2 1 2 2 12 
No 1 0 1 1 1 0 3 2 0 1 1 1 12 
Total App 1 2 1 1 1 2 3 3 2 2 3 3 24 
                            
N/A 0 0 0 0 0 0 0 0 0 0 0 0 0 
                            
 
Percent 0 100 0 0 0 100 0 33 100 50 67 67 50 
Note. Yes = Criteria basic requirement items identified as relatable to at least one case 
example strategic plan major theme; No = Criteria basic requirement items not identified 
as relatable to at least one case example strategic plan major theme; Total App = the total 
number of applicable Criteria basic requirement items; Percent = the percentage of 
applicable Criteria basic requirement items identified as relatable to at least one case 
example strategic plan major theme.  Columns represent the sections of the Criteria 
including combined results for sections 1.1 through 6.2 (Total). 
 
Out of the 24 basic requirements items, this study identified 12 as relatable to at 
least one major theme in the case example strategic plan.  An evaluation determined that 
all basic requirement items were applicable to the case example organization.  Results 
concluded that 50% of applicable basic requirement items were identifiable as relatable to 
at least one major theme in the case example strategic plan. 
L1E2. Level one comparison/evaluation two provided the total of and the 
percentage of case example strategic plan major themes identified as relatable to 
at least one Criteria basic requirement item. (See Table 3) 
 An evaluation identified all (100%) of the case example strategic plan’s five 
major themes relatable to at least one Criteria basic requirement item.  Table 3 displays 
the number of Criteria basic requirement items relatable to each of the major themes of 
the case example strategic plan.  This study identified two case example strategic plan’s 
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major themes as being relatable to four Criteria basic requirement items, another one 
relatable to two, and two relatable to only one. 
Table 3 
Relatable Major Themes 
 
Major Themes 
 T1 T2 T3 T4 T5 Total 
Basic Requirement Items Relatable 4 4 1 1 2 12 
Note. The row is the number of case example strategic plan major themes identified as 
relatable to at least one Criteria basic requirement item.  T1, T2, T3, T4, and T5 represent 
the five major themes of the case example strategic plan, with Total providing combined 
results for all five major themes of the case example strategic plan. 
 
L2E1. Level two comparison/evaluation one provided the total of and the 
percentage of applicable overall requirement items of the Criteria identified as 
relatable to at least one case example strategic plan objective. (See Table 4) 
Table 4 
Overall Requirement Items Relatable 
  
Criteria Section 
 
 
 1.1 1.2 2.1 2.2 3.1 3.2 4.1 4.2 5.1 5.2 6.1 6.2 Total 
Id
en
tif
ie
d 
A
s Yes 1 4 1 0 3 2 4 1 4 3 10 5 38 
No 3 2 3 5 0 1 0 31 1 3 2 4 55 
Total App 4 6 4 5 3 3 4 32 5 6 12 9 93 
                            
N/A 0 0 0 0 0 0 0 0 0 0 0 0 0 
                            
 
Percent 25 67 25 0 100 67 100 3 80 50 83 56 41 
Note. Yes = Criteria overall requirement items identified as relatable to at least one case 
example strategic plan objective; No = Criteria overall requirement items not identified as 
relatable to at least one case example strategic plan objective; Total App = the total 
number of applicable Criteria overall requirement items; Percent = the percentage of 
applicable Criteria overall requirement items identified as relatable to at least one case 
example strategic plan objective.  Columns represent the sections of the Criteria 
including combined results for sections 1.1 through 6.2 (Total). 
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Out of the 93 overall requirements items, this study identified 38 as relatable to at 
least one objective in the case example strategic plan.  An evaluation determined that all 
overall requirement items were applicable to the case example organization.  Results 
concluded that 41% of applicable basic requirement items were identifiable as relatable to 
at least one objective in the case example strategic plan. 
L2E2. Level two comparison/evaluation two provided the total of and the 
percentage of case example strategic plan objectives identified as relatable to at 
least one Criteria overall requirement item. (See Table 5) 
Table 5 
Objectives Relatable 
 
Objectives Under Themes 
  T1 T2 T3 T4 T5 Total 
Number of Objectives 11 8 4 6 5 34 
Overall Requirement Items Relatable 25 10 4 7 10 56 
Relatable Items per Objective 2.3 1.3 1.0 1.2 2.0 1.6 
Note. Number of Objectives = the number of objectives in the case example strategic 
plan; Overall Requirement Items Relatable = the number of overall requirement items the 
studied identified as being relatable to at least one case example strategic plan objective; 
Relatable Items per Objective = the number of overall requirement items this study 
identified as relatable per the number of case example strategic plan objectives.  T1, T2, 
T3, T4, and T5 represent the five major themes of the case example strategic plan, with 
Total providing combined results for all five major themes of the case example strategic 
plan. 
 
 An evaluation identified that all (100%) of the case example strategic plan’s 34 
objectives were relatable to at least one Criteria overall requirement item.  Table 5 
displays the number of objectives listed under each of the case example strategic plan’s 
major themes, as well as the number of Criteria multiple requirement items relatable to 
objective under each of the major themes of the case example strategic plan.  Table 5 also 
  
  39 
displays the ratio of case example strategic objectives identifiable as relatable Criteria 
overall requirement items, with a combined ratio of 1.6. 
L3E1. Level three comparison/evaluation one provided the total of and the 
percentage of applicable multiple requirement items of the Criteria identified as 
relatable to at least one case example strategic plan goal. (See Table 6) 
Table 6 
Multiple Requirement Items Relatable 
  
Criteria Section 
 
 
 1.1 1.2 2.1 2.2 3.1 3.2 4.1 4.2 5.1 5.2 6.1 6.2 Total 
Id
en
tif
ie
d 
A
s Yes 9 9 3 2 9 10 5 7 10 8 7 0 79 
No 36 71 73 40 31 62 51 35 49 72 27 28 575 
Total App 45 80 76 42 40 72 56 42 59 80 34 28 654 
                            
N/A 0 2 0 0 1 10 0 0 0 0 1 0 14 
                            
 
Percent 20 11 4 5 23 14 9 17 17 10 21 0 12 
Note. Yes = Criteria multiple requirement items identified as relatable to at least one case 
example strategic plan goal; No = Criteria multiple requirement items not identified as 
relatable to at least one case example strategic plan goal; Total App = the total number of 
applicable Criteria multiple requirement items; Percent = the percentage of applicable 
Criteria multiple requirement items identified as relatable to at least one case example 
strategic plan goal.  Columns represent sections of the Criteria including combined 
results for sections 1.1 through 6.2 (Total). 
 
Out of the 668 multiple requirements items, this study identified 79 as relatable to 
at least one goal in the case example strategic plan.  An evaluation determined 14 
requirement items were not applicable to the case example organization.  Results 
concluded 12% of applicable multiple requirement items were identifiable as relatable to 
at least one goal in the case example strategic plan. 
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L3E2. Level three comparison/evaluation two provided the total of and the 
percentage of case example strategic plan goals identified as relatable to at least 
one Criteria multiple requirement item. (See Table 7) 
Out of the 95 case example strategic plans goals, this study identified 87 as 
relatable to at least one of the Criteria multiple requirement items.  This study previously 
disregarded all non-relevant goals to the case example organization. 
Results concluded 92% of case example strategic plans goals were identifiable as 
relatable to at least one of the Criteria multiple requirement items. 
Table 7 
Goals Relatable 
  
Goals Under Major Themes 
 
  T1 T2 T3 T4 T5 Total 
Re
lat
ab
le 
Ite
m
s Yes 20 24 23 4 16 87 
No 1 0 2 3 2 8 
Total 21 24 25 7 18 95 
              
Percentage 95 100 92 57 89 92 
Note. Yes = case example strategic plan goals identified as relatable to at least one 
Criteria multiple requirement item No = case example strategic plan goals not identified 
as relatable to at least one Criteria multiple requirement item; Total  = the total number of 
case example strategic plan goals; Percent = the percentage of case example strategic 
plan goals identified as relatable to at least one Criteria multiple requirement item.  T1, 
T2, T3, T4, and T5 represent the five major themes of the case example strategic plan, 
with Total providing combined results for all five major themes of the case example 
strategic plan. 
 
 
Combined Criteria Requirement Items. Combined results from requirement 
items on all three levels of the Criteria. (See Table 8) 
 Out of the 789 total requirements items, this study identified 129 as relatable to at 
least one item on the items respective corresponding level in the case example strategic 
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plan.  An evaluation determined 14 requirement items were not applicable to the case 
example organization.  Results concluded 17% of applicable multiple requirement items 
were identifiable as relatable to at least one item on the items respective corresponding 
level in the case example strategic plan. 
Table 8  
Combined Requirement Items Relatable 
  
Criteria Section 
 
 
 1.1 1.2 2.1 2.2 3.1 3.2 4.1 4.2 5.1 5.2 6.1 6.2 Total 
Id
en
tif
ie
d 
A
s Yes 10 15 4 2 12 14 9 9 16 12 19 7 129 
No 40 73 77 46 32 63 58 68 50 76 30 33 646 
Total App 50 88 81 48 44 77 67 77 66 88 49 40 775 
                            
N/A 0 2 0 0 1 10 0 0 0 0 1 0 14 
                            
 
Percent 20 17 5 4 27 18 13 12 24 14 39 18 17 
Note. Yes = All Criteria requirement items identified as relatable to at least one case 
example strategic plan objective; No = All Criteria requirement items not identified as 
relatable to at least one case example strategic plan objective; Total App = the total 
number of applicable all Criteria requirement items; Percent = the percentage of 
applicable all Criteria requirement items identified as relatable to at least one case 
example strategic plan objective.  Columns represent the sections of the Criteria 
including combined results for sections 1.1 through 6.2 (Total). 
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Conclusion 
 
Number of Requirement Items 
 This study found there to be far more requirements within the Criteria multiply 
requirement level than the “around 200” the Baldrige Program contended.  The drastic 
increase in amount of requirement items identified in the Criteria compared to the 
originally perceived amount is significant to interrupting the results of this study along 
with the decision for any SME deciding to embark on the Baldrige journey.  This study 
identified the true number of requirement items within the Criteria; determining the 
implications of the true number of requirement items is dependent on the reader and 
managers of the SMEs. 
 When evaluating the percent of Criteria requirement items identified as relatable 
to the case example strategic plan, one must keep in mind that the percentage represents 
775 applicable Criteria requirement items.  To state this study concluded that the case 
example strategic plan addresses only 17% of applicable Criteria requirement items is 
correct.  Conversely, to state this study concluded that the case study strategic plan 
addresses 129 Criteria requirement items is also correct.  Both of the above statements 
are true; however, both may have very different perceived connotations without the 
acknowledgement of the sheer volume of Criteria requirement items.  
 Organizations, especially SMEs, investigating a possible Baldrige deployment 
journey as a systematic approach to enhance performance need to be aware upfront the 
total volume of requirement items found within the Criteria.  A Baldrige journey is an 
investment and like any investment, management must assess the Baldrige Program’s 
potential value as the Baldrige Program’s true potential cost against the Baldrige 
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Program’s true potential rewards.  Self-assessing an organization using 877 items is 
potentially quite different from self-assessing an organization using 200 items.  Some 
SME’s managers might view the actual number of Criteria requirement items with 
negative connotations since the anticipated percentage of work force hours required to 
complete a Baldrige award application, to the total work force hours significantly raises 
with the increase in requirement items.  While total work force hours consumed depends 
on the organizations approach to construct a Baldrige award application, the percentage 
of total work force hours consumed to construct a Baldrige application is inheritably 
higher in SMEs due to total work force hours being less.  Other SMEs might focus on the 
positive implications of the actual number of Criteria requirement items and view the 877 
total requirement items as 877 possible improvement opportunities.  
Criteria Evaluations 
 Results showed 17% of the total Criteria requirement items being relatable to the 
case example strategic plan items, depending on interpretation the reader might consider 
seventeen percent as significantly high or significantly low.  The combined percentage of 
relatable Criteria requirement items was a weighted calculation and reflected mostly 
results from the multiple requirement level.  Although the combined results from the 
Criteria perspective provided a concise summation and quick overview of this study’s 
findings, a meaningful conclusion requires a level-by-level analysis of results.  
 The evaluations performed on the first two levels of the Criteria, the basic and 
overall requirement levels, provided a relative high percentage of linkage between the 
case example strategic plan and the Criteria with 50% and 41% respectively.  Criteria 
requirement items on the first two levels are broader in scope and more generalized.  The 
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case example organization having addressed a relatively high percentage of requirement 
items on the first two levels in case example strategic plan exhibits that the case example 
organization not only practiced the general principles of the Criteria, but also strives to 
increase the Criteria’s general principles deployment.  
It is also important to reemphasize that this study was limited to items recorded on 
the case example strategic plan.  There are some Criteria requirement items that the case 
example organization obviously practices but did not document on the case example 
strategic plan.  An example of this is the first requirement of the Criteria B1.1/1 “How do 
senior leaders lead?” (Criteria, 2010).  Obviously senior leaders of the case example 
organization lead.  However, the manner in which senior leaders lead was not part of the 
case example strategic plan, and therefore not identified as relatable to any case example 
strategic plan items.  
 The third level of evaluation of the Criteria, on the multiple requirement level, did 
not render a high percentage (12%).  However, the total volume of Criteria items 
identified as relatable to at least one case example strategic plan items (79) demonstrated 
the case example organization practiced a high number of principles behind the Criteria 
multiple requirement items.  Criteria requirement items on multiple requirement level are 
specific practices that achieve the goals of items on the previous two levels.  Because the 
case example organization having documented  their desire to follow a relatively high 
percentage of the same methods to achieve performance excellence as items on the first 
two levels of the Criteria, the multiple requirement items not identified as relatable are 
likely opportunities for improvement that do not change the goals and direction of the 
case example organization.  
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Case Example Strategic Plan Evaluation 
 Evaluations identified all items on the first two levels of the case example 
strategic plan as relatable to at least one Criteria requirement items.  An evaluation of the 
third level of the case example strategic plan identified 87 out of 95 items (92%) as 
relatable to at least one Criteria requirement item.  All eight non-relatable items fell under 
one distinct category.  The non-relatable items stated specific actions presumed to 
improve operational performance of the case example organization that were very 
technical and unique to the case example organization’s situation.  If the case example 
organization had documented these items with an overlying explanation of how the 
actions would improve the performance of the organization, the stated items would most 
likely been identified as relatable to at least one Criteria requirement item.  
 The case example organization developed the case example strategic plan in 
conjunction with management’s philosophy of the desired direction for the organization.  
If the case example organization’s management had utilized the Criteria to develop the 
case example strategic plan, then the developmental process would have identified all the 
ideals and principles on the case example strategic plan for inclusion.  Furthermore, the 
use of the Criteria as a guide in the creation of the case example strategic plan would 
have provided additional proven principles for selection by the case example 
organization’s management.  If the case example organization decides to embark on the 
Baldrige journey, the principles and operational philosophies contained within the 
Criteria will not be a change in direction for the case example organization.  Additionally, 
according to the Baldrige Program, the Baldrige Program would provide a systematic 
  
  46 
approach to enhancing the current methods already deployed to achieve organizational 
success while identifying opportunities for improvement (BPEP, 2012). 
Conclusion of Findings  
 Judging by this study’s findings the author confidently states that not only does 
the case example organization practice principles of the Criteria without direct 
knowledge of the Criteria, but also the case example organization’s strategies to achieve 
organizational success directly align with the principles that formulate the Criteria.  If the 
case example organization decided to embark on the Baldrige journey to achieve 
operational excellence, the process would not distort the current principles and practices 
that lead the organization’s success.  The philosophy that guides the organization’s 
direction would remain the same.  The Baldrige journey would potentially enhance 
current organizational methods while identifying opportunities for improvements.  
While this study is of just one case study, this study did provide case example 
evidence of a SME organization practicing the principles of the Criteria without direct 
knowledge of it.  In addition, this case study not only provided case example evidence of  
the Baldrige Program not being a complete change of direction for one SME, but also, 
even though the case example organization current practices align with the Criteria, there 
are still a lot opportunities for improvement contained within the Criteria for the case 
example organization.  The Baldrige Program does process the potential to identify 
numerous opportunities for improvement without being a complete change in direction of 
philosophy to a SME. 
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Recommendation for Future Research 
 This research intended to reduce resistance amongst SME managers towards the 
Baldrige Program by providing case example evidence of the Baldrige Program not being 
a complete change of operational and managerial philosophy for one SME.  Further 
research into increasing the effectiveness of the delivery methods of the Criteria could 
increase the Baldrige Program’s efficiency in some SMEs as well as the Baldrige 
Program’s popularity.  The fact this research identified 887 Criteria requirement items 
demonstrate that the Criteria is very complex and all-encompassing, to the degree that the 
Criteria might be too complex and all-encompassing for some SME to invest time in 
using the full Criteria with the current format.  The author acknowledges that the Criteria 
has to be complex and all-encompassing because the Criteria is used to evaluate and 
determine the Baldrige Program national award winners for performance excellence.  
However, the stated goal of the Baldrige Program is to improve American organizations 
and not to simply present an award.  
The author recommends a study to evaluate a potential acceptance increase if the 
Baldrige Program developed a non-award delivery method of the Criteria that provided a 
clearer demonstration of the Criteria requirement items, possibly in singular requirement 
item format similar to the above study, and an easier response method.  Organization’s 
management could then pick the requirement items deemed to process the greatest 
potential improvement capability to self-assess the organization.  The method would not 
only provide a clearer definition of Criteria requirement items but also ensure managers 
that the Baldrige Program is an enhancer to the organization’s current philosophy of 
operation due to the fact management could choose which requirement items to utilize.  
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To create a less time consuming response method that is quicker and easier to develop, 
evaluate and update, the Baldrige program could create a non-award Criteria responses 
method for organizations to construct the organization’s responses to the Criteria in list 
format similar to the case example strategic plan; not in the current Baldrige Program 
required sentence paragraph format.   
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Appendix A: Criteria Categories 1-6 Results 
Category 1: Leadership 
Category 1.1: Senior Leadership 
B1.1/1 How do your senior leaders lead? 
N B1.1/1.1 How do your senior leaders lead? 
   
O1.1/1 Describe how senior leaders’ actions guide and sustain your 
organization.   
N O1.1/1.1 Describe how senior leaders’ actions guide your organization. 
   
O1.1/2 Describe how senior leaders communicate with your workforce and 
encourage high performance. 
N O1.1/2.1 Describe how senior leaders’ actions sustain your organization.  
Y O1.1/2.2 Describe how senior leaders communicate with your workforce.  
  S2.4 
N O1.1/2.3 Describe how senior leaders encourage high performance.  
   
  a.       Vision, Values, and mission 
  (1)   Vision and Values 
M1.1a1/1 How do senior leaders set your organization’s vision and values?   
N M1.1a1/1.1 How do senior leaders set your organization’s values?  
N M1.1a1/1.2 How do senior leaders set your organization’s vision?  
   
M1.1a1/2 How do senior leaders deploy your organization’s vision and values 
through your leadership system, to the workforce, to key suppliers 
and partners, and to customers and other stakeholders, as 
appropriate? 
N M1.1a1/2.1 How do senior leaders deploy your organization’s vision through 
your leadership system, to the workforce?  
N M1.1a1/2.2 How do senior leaders deploy your organization’s values through 
your leadership system, to the workforce?  
N M1.1a1/2.3 How do senior leaders deploy your organization’s vision through 
your leadership system, to key suppliers and partners? 
N M1.1a1/2.4 How do senior leaders deploy your organization’s values through 
your leadership system, to key suppliers and partners? 
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N M1.1a1/2.5 How do senior leaders deploy your organization’s vision through 
your leadership system, to customers? 
N M1.1a1/2.6 How do senior leaders deploy your organization’s values through 
your leadership system, to customers? 
N M1.1a1/2.7 How do senior leaders deploy your organization’s vision through 
your leadership system, to other stakeholders? 
N M1.1a1/2.8 How do senior leaders deploy your organization’s values through 
your leadership system, to other stakeholders? 
   
M1.1a1/3 How do senior leaders’ actions reflect a commitment to the 
organization’s values? 
N M1.1a1/3.1 How do senior leaders’ actions reflect a commitment to the 
organization’s values?  
   
  (2)   Promoting Legal and Ethical Behavior  
M1.1a2/1 How do senior leaders’ actions demonstrate their commitment to 
legal and ethical behavior?  
N M1.1a2/1.1 How do senior leaders’ actions demonstrate their commitment to 
legal behavior?  
N M1.1a2/1.2 How do senior leaders’ actions demonstrate their commitment to 
ethical behavior? 
   
M1.1a2/2 How do they promote an organizational environment that requires 
it?  
N M1.1a2/2.1 How do they promote an organizational environment that requires 
it?  
   
  (3)   Creating a Sustainable Organization 
M1.1a3/1 How do senior leaders create a sustainable organization? 
N M1.1a3/1.1 How do senior leaders create a sustainable organization?   
   
  How do senior leaders achieve the following?  
   
M1.1a3/2 -create an environment for organizational  performance 
improvement, the accomplishment of your mission and strategic 
objectives, innovation, performance leadership, and organizational 
agility  
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N M1.1a3/2.1 How do senior leaders create an environment for organizational 
performance improvement? 
N M1.1a3/2.2 How do senior leaders create an environment accomplishment of 
your mission? 
N M1.1a3/2.3 How do senior leaders create an environment accomplishment of 
your strategic objectives? 
Y M1.1a3/2.4 How do senior leaders create an environment for innovation? 
  G1.4W3, G1.4W2 
N M1.1a3/2.5 How do senior leaders create an environment for organizational 
agility? 
   
M1.1a3/3 -create a workforce culture that delivers a consistently positive 
customer experience and fosters customer engagement  
Y M1.1a3/3.1 How do senior leaders create a workforce culture that delivers a 
consistently positive customer experience? 
  G5.1W1, G5.2W1 
Y M1.1a3/3.2 How do senior leaders create a workforce culture that fosters 
customer engagement? 
  G5.2W4 
   
M1.1a3/4 -create an environment for organizational and workforce learning  
Y M1.1a3/4.1 How do senior leaders create an environment for organizational 
learning?  
  G1.4W1, G1.4W3 
Y M1.1a3/4.2 How do senior leaders create an environment for workforce 
learning? 
  G2.3W1, G2.3W2, G2.3W3 
   
M1.1a3/5 -develop and enhance their leadership skills  
N M1.1a3/5.1 How do senior leaders develop their leadership skills? 
N M1.1a3/5.2 How do senior leaders enhance their leadership skills? 
   
M1.1a3/6 -participate in organizational learning, succession planning, and 
the development of future organizational leaders 
N M1.1a3/6.1 How do senior leaders participate in organizational learning? 
N M1.1a3/6.2 How do senior leaders participate in succession planning? 
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Y M1.1a3/6.3 How do senior leaders participate in the development of future 
organizational leaders?  
  G2.1bW8 
   
  b. Communication and Organizational Performance  
  (1)   Communication  
M1.1b1/1 How do senior leaders communicate with and engage the entire 
workforce?  
Y M1.1b1/1.1 How do senior leaders communicate with and engage the entire 
workforce? 
  G2.4W6 
   
  How do senior leaders achieve the following?  
   
M1.1b1/1 -encourage frank, two-way communication throughout the 
organization 
Y M1.1b1/1.1 How do senior leaders encourage frank, two-way communication 
throughout the organization? 
  G2.4W4, G2.4W5 
   
M1.1b1/1 -communicate key decisions 
N M1.1b1/1.1 How do senior leaders communicate key decisions?  
   
M1.1b1/1 -take an active role in reward and recognition programs to 
reinforce high performance and a customer and business focus  
N M1.1b1/1.1 How do senior leaders take an active role in reward programs to 
reinforce high performance? 
N M1.1b1/1.2 How do senior leaders take an active role in recognition programs 
to reinforce high performance? 
N M1.1b1/1.3 How do senior leaders take an active role in reward programs to 
reinforce a customer focus? 
N M1.1b1/1.4 How do senior leaders take an active role in recognition programs 
to reinforce a customer focus? 
N M1.1b1/1.5 How do senior leaders take an active role in reward programs to 
reinforce a business focus? 
N M1.1b1/1.6 How do senior leaders take an active role in recognition programs 
to reinforce a business focus? 
  
  53 
   
  (2)   Focus on Action  
M1.1b2/1 How do senior leaders create a focus on action to accomplish the 
organization’s objectives, improve performance, and attain its 
vision? 
N M1.1b2/1.1 How do senior leaders create a focus on action to accomplish the 
organization’s objectives?  
N M1.1b2/1.2 How do senior leaders create a focus on action to improve 
performance? 
N M1.1b2/1.3 How do senior leaders create a focus on action to attain its vision? 
    
M1.1b2/2 How do senior leaders identify needed actions?  
Y M1.1b2/2.1 How do senior leaders identify needed actions? 
  G1.1W1 
   
M1.1b2/3 How do senior leaders include a focus on creating and balancing 
value for customers and other stakeholders in their organizational 
performance expectations?  
N M1.1b2/3.1 How do senior leaders include a focus on creating value for 
customers in their organizational performance expectations?  
N M1.1b2/3.2 How do senior leaders include a focus on creating value for other 
stakeholders in their organizational performance expectations?  
N M1.1b2/3.3 How do senior leaders include a focus on balancing value for 
customers and other stakeholders in their organizational 
performance expectations? 
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Category 1.2: Governance and Societal Responsibilities 
B1.2/1 How do you govern and fulfill your societal responsibilities? 
Y B1.2/1.1 How do you govern your societal responsibilities? 
  T4 
Y B1.2/1.2 How do you fulfill your societal responsibilities? 
  T3 
   
O1.2/1 Describe your organization’s governance system and approach to 
leadership improvement. 
N O1.2/1.1 Describe your organization’s governance system.  
N O1.2/1.2 Describe your organization’s approach to leadership improvement. 
   
O1.2/2 Describe how your organization ensures legal and ethical behavior, 
fulfills its societal responsibilities, and supports its key communities. 
Y O1.2/2.1 Describe how your organization ensures legal behavior.  
  S4.1a 
Y O1.2/2.2 Describe how your organization ensures ethical behavior.  
  S4.1 
Y O1.2/2.3 Describe how your organization fulfills its societal responsibilities.  
  S1.5 
Y O1.2/2.4 Describe how your organization supports its key communities. 
  S3.1, S3.2 
   
  a. Organizational Governance 
  (1)   Governance System 
  How does your organization review and achieve the following key 
aspects of your governance system? 
   
M1.2a1/1 -accountability for the management’s actions 
N M1.2a1/1.1 How does your organization achieve accountability for the 
management’s actions?  
N M1.2a1/1.2 How does your organization review accountability for the 
management’s actions?  
   
M1.2a1/2 -fiscal accountability 
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Y M1.2a1/2.1 How does your organization achieve fiscal accountability? 
  G4.2bW5 
Y M1.2a1/2.2 How does your organization review fiscal accountability? 
  G4.2bW5 
   
M1.2a1/3 -transparency in operations and selection of and disclosure policies 
for governance board members, as appropriate 
N M1.2a1/3.1 How does your organization achieve transparency in operations? 
N M1.2a1/3.2 How does your organization achieve transparency in selection of 
policies for governance board members? 
N M1.2a1/3.3 How does your organization achieve transparency in disclosure of 
policies for governance board members? 
N M1.2a1/3.4 How does your organization review transparency in operations? 
N M1.2a1/3.5 How does your organization review transparency in selection of 
policies for governance board members? 
N M1.2a1/3.6 How does your organization review transparency in disclosure pf 
policies for governance board members? 
   
M1.2a1/4 -independence in internal and external audits 
N M1.2a1/4.1 How does your organization achieve independence in internal 
audits? 
N M1.2a1/4.2 How does your organization achieve independence in external 
audits? 
N M1.2a1/4.3 How does your organization review independence in internal audits? 
N M1.2a1/4.4 How does your organization review independence in external audits? 
   
M1.2a1/5 -protection of stakeholder and stockholder interests, as appropriate 
N M1.2a1/5.1 How does your organization achieve protection of stakeholder 
interests? 
A M1.2a1/5.2 How does your organization achieve protection of stockholder 
interests? 
N M1.2a1/5.3 How does your organization review protection of stakeholder 
interests? 
A M1.2a1/5.4 How does your organization review protection of stockholder 
interests? 
   
  (2)   Performance Evaluation 
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M1.2a2/1 How do you evaluate the performance of your senior leaders, 
including the chief executive? 
N M1.2a2/1.1 How do you evaluate the performance of your senior leaders, 
including the chief executive?  
   
M1.2a2/2 How do you use these performance evaluations in determining 
executive compensation? 
N M1.2a2/2.1 How do you use these performance evaluations in determining 
executive compensation?  
   
M1.2a2/3 How do you evaluate the performance of members of your 
governance board, as appropriate? 
N M1.2a2/3.1 How do you evaluate the performance of members of your 
governance board? 
   
M1.2a2/4 How do senior leaders and your governance board use these 
performance reviews to advance their development and improve both 
their personal leadership effectiveness and that of your board and 
leadership system, as appropriate? 
N M1.2a2/4.1 How do senior leaders use these performance reviews to advance 
their development?  
N M1.2a2/4.2 How do senior leaders use these performance reviews to improve 
their personal leadership effectiveness?  
N M1.2a2/4.3 How do senior leaders use these performance reviews to improve 
their personal leadership system?  
N M1.2a2/4.4 How does your governance board use these performance reviews to 
advance their development?  
N M1.2a2/4.5 How does your governance board use these performance reviews to 
improve their leadership effectiveness?  
N M1.2a2/4.6 How does your governance board use these performance reviews to 
improve their leadership system? 
   
  b. Legal and Ethical Behavior 
  (1)   Legal and Regulatory Behavior 
M1.2b1/1 How do you address any adverse impacts on society of your products 
and operations? 
N M1.2b1/1.1 How do you address any adverse impacts on society of your 
products?  
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N M1.2b1/1.2 How do you address any adverse impacts on society of your 
operations?  
   
M1.2b1/2 How do you anticipate public concerns with current and future 
products and operations? 
N M1.2b1/2.1 How do you anticipate public concerns with current products?   
N M1.2b1/2.2 How do you anticipate public concerns with current operations?   
N M1.2b1/2.3 How do you anticipate public concerns with future products?   
N M1.2b1/2.4 How do you anticipate public concerns with future operations?    
   
M1.2b1/3 How do you prepare for these impacts and concerns in a proactive 
manner, including conserving natural resources and using effective 
supply-chain management processes, as appropriate? 
Y M1.2b1/3.1 How do you prepare for production and operation impacts in a 
proactive manner, including conserving natural resources and using 
effective supply-chain management processes? 
  G3.1W2 
N M1.2b1/3.2 How do you prepare for public concerns in a proactive manner, 
including conserving natural resources and using effective supply-
chain management processes?  
   
M1.2b1/4 What are your key compliance processes, measures, and goals for 
achieving and surpassing regulatory and legal requirements, as 
appropriate? 
N M1.2b1/4.1 What are your key compliance processes for achieving regulatory 
requirements?  
N M1.2b1/4.2 What are your key compliance processes for achieving legal 
requirements?  
N M1.2b1/4.3 What are your key compliance processes for surpassing regulatory 
requirements? 
N M1.2b1/4.4 What are your key compliance processes for surpassing legal 
requirements? 
N M1.2b1/4.5 What are your key measures for achieving regulatory requirements?  
N M1.2b1/4.6 What are your key measures for achieving legal requirements?  
N M1.2b1/4.7 What are your key measures for surpassing regulatory requirements?  
N M1.2b1/4.8 What are your key measures for surpassing legal requirements?  
N M1.2b1/4.9 What are your key goals for achieving regulatory requirements?  
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N M1.2b1/4.10 What are your key goals for achieving legal requirements?  
N M1.2b1/4.11 What are your key goals for surpassing regulatory requirements?  
N M1.2b1/4.12 What are your key goals for surpassing legal requirements?  
   
M1.2b1/5 What are your key processes, measures, and goals for addressing 
risks associated with your products and operations? 
N M1.2b1/5.1 What are your key processes for addressing risks associated with 
your products? 
N M1.2b1/5.2 What are your key processes for addressing risks associated with 
your operations? 
N M1.2b1/5.3 What are your key measures for addressing risks associated with 
your products? 
N M1.2b1/5.4 What are your key measures for addressing risks associated with 
your operations? 
N M1.2b1/5.5 What are your key goals for addressing risks associated with your 
products? 
N M1.2b1/5.6 What are your key goals for addressing risks associated with your 
operations? 
   
  (2)   Ethical Behavior 
M1.2b2/1 How does your organization promote and ensure ethical behavior in 
all interactions? 
N M1.2b2/1.1 How does your organization promote ethical behavior in all 
interactions?  
N M1.2b2/1.2 How does your organization ensure ethical behavior in all 
interactions?  
   
M1.2b2/2 What are your key processes and measures or indicators for 
enabling and monitoring ethical behavior in your governance 
structure, throughout your organization, and in interactions with 
customers, partners, suppliers, and other stakeholders? 
N M1.2b2/2.1 What are your key processes for enabling ethical behavior in your 
governance structure?  
N M1.2b2/2.2 What are your key measures or indicators for monitoring ethical 
behavior in your governance structure?  
N M1.2b2/2.3 What are your key processes for enabling ethical behavior 
throughout your organization?  
N M1.2b2/2.4 What are your key measures or indicators for monitoring ethical 
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behavior throughout your organization?  
N M1.2b2/2.5 What are your key processes for enabling ethical behavior in in 
interactions with customers?  
N M1.2b2/2.6 What are your key measures or indicators for monitoring ethical 
behavior in interactions with customers?  
N M1.2b2/2.7 What are your key processes for enabling ethical behavior in 
interactions with partners?  
N M1.2b2/2.8 What are your key measures or indicators for monitoring ethical 
behavior in interactions with partners?  
N M1.2b2/2.9 What are your key processes for enabling ethical behavior in 
interactions with suppliers?  
N M1.2b2/2.10 What are your key measures or indicators for monitoring ethical 
behavior in interactions with suppliers?  
N M1.2b2/2.11 What are your key processes for enabling ethical behavior in 
interactions with other stakeholders?  
N M1.2b2/2.12 What are your key measures or indicators for monitoring ethical 
behavior in interactions with other stakeholders?  
   
M1.2b2/3 How do you monitor and respond to breaches of ethical behavior? 
N M1.2b2/3.1 How do you monitor breaches of ethical behavior?  
N M1.2b2/3.2 How do you respond to breaches of ethical behavior? 
   
  c. Societal Responsibilities and Support of Key Communities 
  (1)   Societal Well-Being 
M1.2c1/1 How do you consider societal well-being and benefit as part of your 
strategy and daily operations? 
Y M1.2c1/1.1 How do you consider societal well-being as part of your strategy? 
  G1.5H1, G3.1W4 
Y M1.2c1/1.2 How do you consider societal benefit as part of your strategy? 
  G3.1W1, G3.2W1 
Y M1.2c1/1.3 How do you consider societal well-being as part of your daily 
operations? 
  G1.5W2 
N M1.2c1/1.4 How do you consider societal benefit as part of your daily 
operations? 
   
M1.2c1/2 How do you contribute to the well-being of your environmental, 
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social, and economic systems? 
N M1.2c1/2.1 How do you contribute to the well-being of your environmental 
systems?  
N M1.2c1/2.2 How do you contribute to the well-being of your social systems?  
N M1.2c1/2.3 How do you contribute to the well-being of your economic systems?  
   
  (2)   Community Support 
M1.2c2/1 How does your organization actively support and strengthen your 
key communities? 
Y M1.2c2/1.1 How does your organization actively support your key communities?   
  G3.3W8, G3.4W6, G5.3W5, G5.AW6 
Y M1.2c2/1.2 How does your organization actively strengthen your key 
communities?    
  G3.3W8, G3.4W6, G5.3W5, G5.AW6 
   
M1.2c2/2 What are your key communities? 
N M1.2c2/2.1 What are your key communities? 
   
M1.2c2/3 How do you identify these communities and determine areas for 
organizational involvement, including areas related to your core 
competencies? 
N M1.2c2/3.1 How do you identify these communities?  
N M1.2c2/3.2 How do you determine areas for organizational involvement, 
including areas related to your core competencies for these 
communities? 
   
M1.2c2/4 How do your senior leaders, in concert with your workforce, 
contribute to improving these communities? 
Y M1.2c2/4.1 How do your senior leaders, in concert with your workforce, 
contribute to improving these communities? 
  G3.3W8, G3.4W6, G5.3W5, G5.AW6 
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Category 2: Strategic Planning 
Category 2.1: Strategy Development 
B2.1/1 How do you develop your strategy? 
N B2.1/1.1 How do you develop your strategy? 
   
O2.1/1 Describe how your organization establishes its strategy to address 
its strategic challenges and leverage its strategic advantages. 
Y O2.1/1.1 Describe how your organization establishes its strategy to address 
its strategic challenges.  
  S1.1 
N O2.1/1.2 Describe how your organization establishes its strategy leverage its 
strategic advantages. 
   
O2.1/2 Summarize your organization’s key strategic objectives and their 
related goals. 
N O2.1/2.1 Summarize your organization’s key strategic objectives.  
N O2.1/2.2 Summarize your organization’s goals related to key strategic 
objectives. 
   
  a. Strategy Development Process 
  (1)   Strategic Planning Process 
M2.1a1/1 How does your organization conduct its strategic planning? 
Y M2.1a1/1.1 How does your organization conduct its strategic planning? 
  G1.1W5, G4.2aW1,G4.2aW2 
   
M2.1a1/2 What are the key process steps? 
Y M2.1a1/2.1 What are the key process steps? 
  G1.1W6 
   
M2.1a1/3 Who are the key participants? 
N M2.1a1/3.1 Who are the key participants?  
   
M2.1a1/4 How does your process identify potential blind spots? 
N M2.1a1/4.1 How does your process identify potential blind spots?  
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M2.1a1/5 How do you determine your core competencies, strategic 
challenges, and strategic advantages (identified in your 
Organizational Profile)? 
N M2.1a1/5.1 How do you determine your core competencies? 
N M2.1a1/5.2 How do you determine your strategic challenges? 
N M2.1a1/5.3 How do you determine your strategic advantages? 
   
M2.1a1/6 What are your short-and longer-term planning time horizons? 
N M2.1a1/6.1 What are your short-term planning time horizons?  
N M2.1a1/6.2 What are your longer-term planning time horizons? 
   
M2.1a1/7 How are these time horizons set? 
N M2.1a1/7.1 How are these time horizons set? 
   
M2.1a1/8 How does your strategic planning process address these time 
horizons? 
N M2.1a1/8.1 How does your strategic planning process address these time 
horizons? 
   
  (2)   Strategy Considerations 
  How do you ensure that strategic planning addresses the key 
elements listed below? 
M2.1a2/1 - your organization’s strengths, weaknesses, opportunities, and 
threats 
N M2.1a2/1.1 How do you ensure that strategic planning addresses your 
organization’s strengths?  
N M2.1a2/1.2 How do you ensure that strategic planning addresses your 
organization’s weaknesses?  
N M2.1a2/1.3 How do you ensure that strategic planning addresses your 
organization’s opportunities?  
N M2.1a2/1.4 How do you ensure that strategic planning addresses your 
organization’s threats?  
   
M2.1a2/2 - early indications of major shifts in technology, markets, products, 
customer preferences, competition, the economy, and the 
regulatory environment 
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N M2.1a2/2.1 How do you ensure that strategic planning addresses early 
indications of major shifts in technology? 
N M2.1a2/2.2 How do you ensure that strategic planning addresses early 
indications of major shifts in markets? 
N M2.1a2/2.3 How do you ensure that strategic planning addresses early 
indications of major shifts in products? 
N M2.1a2/2.4 How do you ensure that strategic planning addresses early 
indications of major shifts in customer preferences? 
N M2.1a2/2.5 How do you ensure that strategic planning addresses early 
indications of major shifts in competition? 
N M2.1a2/2.6 How do you ensure that strategic planning addresses early 
indications of major shifts in the economy? 
N M2.1a2/2.7 How do you ensure that strategic planning addresses early 
indications of major shifts in the regulatory environment? 
   
M2.1a2/3 - long-term organizational sustainability, including needed core 
competencies, and projections of your future performance and 
your competitors’ or comparable organizations’ future 
performance 
Y M2.1a2/3.1 How do you ensure that strategic planning addresses long-term 
organizational sustainability, including needed core competencies? 
  G1.1W5 
N M2.1a2/3.2 How do you ensure that strategic planning addresses projections of 
your future performance? 
N M2.1a2/3.3 How do you ensure that strategic planning addresses projections of 
your competitors’ or comparable organizations’ future 
performance? 
   
M2.1a2/4 - your ability to execute the strategic plan 
N M2.1a2/4.1 How do you ensure that strategic planning addresses your ability to 
execute the strategic plan? 
   
  How do you collect and analyze relevant data and information 
pertaining to these factors as part of your strategic planning 
process? 
M2.1a2/5 - your organization’s strengths, weaknesses, opportunities, and 
threats 
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N M2.1a2/5.1 How do you collect relevant data and information pertaining to 
your organization’s strengths as part of your strategic planning 
process?  
N M2.1a2/5.2 How do you collect relevant data and information pertaining to 
your organization’s weaknesses as part of your strategic planning 
process? 
N M2.1a2/5.3 How do you collect relevant data and information pertaining to 
your organization’s opportunities as part of your strategic planning 
process?  
N M2.1a2/5.4 How do you collect relevant data and information pertaining to 
your organization’s threats as part of your strategic planning 
process? 
N M2.1a2/5.5 How do you analyze relevant data and information pertaining to 
your organization’s strengths as part of your strategic planning 
process?  
N M2.1a2/5.6 How do you analyze relevant data and information pertaining to 
your organization’s weaknesses as part of your strategic planning 
process? 
N M2.1a2/5.7 How do you analyze relevant data and information pertaining to 
your organization’s opportunities as part of your strategic planning 
process?  
N M2.1a2/5.8 How do you analyze relevant data and information pertaining to 
your organization’s threats as part of your strategic planning 
process? 
   
M2.1a2/6 - early indications of major shifts in technology, markets, products, 
customer preferences, competition, the economy, and the 
regulatory environment 
N M2.1a2/6.1 How do you ensure that strategic planning addresses early 
indications of major shifts in technology?  
N M2.1a2/6.2 How do you ensure that strategic planning addresses early 
indications of major shifts in markets? 
N M2.1a2/6.3 How do you ensure that strategic planning addresses early 
indications of major shifts in products?  
N M2.1a2/6.4 How do you ensure that strategic planning addresses early 
indications of major shifts in customer preferences?  
N M2.1a2/6.5 How do you ensure that strategic planning addresses early 
indications of major shifts in competition?  
N M2.1a2/6.6 How do you ensure that strategic planning addresses early 
indications of major shifts in the economy?  
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N M2.1a2/6.7 How do you ensure that strategic planning addresses early 
indications of major shifts in the regulatory environment?  
N M2.1a2/6.8 How do you collect relevant data and information pertaining to 
early indications of major shifts in technology as part of your 
strategic planning process? 
N M2.1a2/6.9 How do you collect relevant data and information pertaining to 
early indications major shifts in markets as part of your strategic 
planning process? 
N M2.1a2/6.10 How do you collect relevant data and information pertaining to 
early indications of major shifts in products as part of your 
strategic planning process? 
N M2.1a2/6.11 How do you collect relevant data and information pertaining to 
early indications of major shifts in customer preferences as part of 
your strategic planning process? 
N M2.1a2/6.12 How do you collect relevant data and information pertaining to 
early indications of major shifts in competition as part of your 
strategic planning process? 
N M2.1a2/6.13 How do you collect relevant data and information pertaining to 
early indications of major shifts in the economy as part of your 
strategic planning process? 
N M2.1a2/6.14 How do you collect relevant data and information pertaining to 
early indications of major shifts in the regulatory environment as 
part of your strategic planning process? 
N M2.1a2/6.15 How do you analyze relevant data and information pertaining to 
early indications of major shifts in technology as part of your 
strategic planning process? 
N M2.1a2/6.16 How do you analyze relevant data and information pertaining to 
early indications major shifts in markets as part of your strategic 
planning process? 
N M2.1a2/6.17 How do you analyze relevant data and information pertaining to 
early indications of major shifts in products as part of your 
strategic planning process? 
N M2.1a2/6.18 How do you analyze relevant data and information pertaining to 
early indications of major shifts in customer preferences as part of 
your strategic planning process? 
N M2.1a2/6.19 How do you analyze relevant data and information pertaining to 
early indications of major shifts in competition as part of your 
strategic planning process? 
N M2.1a2/6.20 How do you analyze relevant data and information pertaining to 
early indications of major shifts in the economy as part of your 
strategic planning process? 
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N M2.1a2/6.21 How do you analyze relevant data and information pertaining to 
early indications of major shifts in the regulatory environment as 
part of your strategic planning process? 
   
M2.1a2/7 - long-term organizational sustainability, including needed core 
competencies, and projections of your future performance and 
your competitors’ or comparable organizations’ future 
performance 
N M2.1a2/7.1 How do you ensure that strategic planning addresses long-term 
organizational sustainability, including needed core competencies, 
and projections of your future performance and your competitors’ 
or comparable organizations’ future performance?  
N M2.1a2/7.2 How do you collect relevant data and information pertaining to 
long-term organizational sustainability, including needed core 
competencies, and projections of your future performance and 
your competitors’ or comparable organizations’ future 
performance as part of your strategic planning process? 
N M2.1a2/7.3 How do you analyze relevant data and information pertaining to 
long-term organizational sustainability, including needed core 
competencies, and projections of your future performance and 
your competitors’ or comparable organizations’ future 
performance as part of your strategic planning process? 
   
M2.1a2/8 - your ability to execute the strategic plan 
N M2.1a2/8.1 How do you ensure that strategic planning addresses your ability to 
execute the strategic plan?  
N M2.1a2/8.2 How do you collect relevant data and information pertaining to 
your ability to execute the strategic plan as part of your strategic 
planning process? 
N M2.1a2/8.3 How do you analyze relevant data and information pertaining to 
your ability to execute the strategic plan as part of your strategic 
planning process? 
   
  b. Strategic Objectives 
  (1)   Key Strategic Objectives 
M2.1b1/1 What are your key strategic objectives and your timetable for 
accomplishing them? 
N M2.1b1/1.1 What are your key strategic objectives? 
N M2.1b1/1.2 What is your timetable for accomplishing key strategic objectives?  
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M2.1b1/1 What are your most important goals for these strategic objectives? 
N M2.1b1/1.1 What are your most important goals for these strategic objectives? 
   
  (2)   Strategic Objective Considerations 
  How do your strategic objectives achieve the following? 
M2.1b2/1 - address your strategic challenges and strategic advantages 
N M2.1b2/1.1 How do your strategic objectives address your strategic 
challenges? 
N M2.1b2/1.2 How do your strategic objectives address your strategic 
advantages? 
   
M2.1b2/2 - address your opportunities for innovation in products, 
operations, and your business model 
N M2.1b2/2.1 How do your strategic objectives address your opportunities for 
innovation in products? 
N M2.1b2/2.2 How do your strategic objectives address your operations? 
N M2.1b2/2.3 How do your strategic objectives address your business model? 
   
M2.1b2/3 - capitalize on your current core competencies and address the 
potential need for new core competencies 
N M2.1b2/3.1 How do your strategic objectives capitalize on your current core 
competencies? 
N M2.1b2/3.2 How do your strategic objectives address the potential need for 
new core competencies? 
   
M2.1b2/4 - balance short-and longer-term challenges and opportunities 
N M2.1b2/4.1 How do your strategic objectives balance short-and longer-term 
challenges? 
N M2.1b2/4.2 How do your strategic objectives balance short-and longer-term 
opportunities? 
   
M2.1b2/5 - consider and balance the needs of all key stakeholders 
N M2.1b2/5.1 How do your strategic objectives consider the needs of all key 
stakeholders? 
N M2.1b2/5.2 How do your strategic objectives balance the needs of all key 
stakeholders?  
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M2.1b2/6 - enhance your ability to adapt to sudden shifts in your market 
conditions 
N M2.1b2/6.1 How do your strategic objectives enhance your ability to adapt to 
sudden shifts in your market conditions? 
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Category 2.2: Strategy Implementation 
B2.2/1 How do you implement your strategy? 
N B2.2/1.1 How do you implement your strategy? 
   
O2.2/1 Describe how your organization converts its strategic objectives into 
action plans. 
N O2.2/1.1 Describe how your organization converts its strategic objectives into 
action plans. 
   
O2.2/2 Summarize your organization’s action plans, how they are deployed, 
and key action plan performance measures or indicators.   
N O2.2/2.1 Summarize your organization’s action plans.. 
N O2.2/2.2 Summarize how your organization’s actions plans are deployed. 
N O2.2/2.3 Summarize your organization’s key action plan performance 
measures or indicators. 
   
O2.2/3 Project your organization’s future performance relative to key 
comparisons on these performance measures or indicators. 
N O2.2/3.1 Project your organization’s future performance relative to key 
comparisons on these performance measures or indicators. 
   
  a. Action Plan Development and Deployment 
  (1)   Action Plan Development 
M2.2a1/1 How do you develop your action plans? 
Y M2.2a1/1.1 How do you develop your action plans?  
  G1.1W5 
   
M2.2a1/1 What are your key short- and longer-term action plans and their 
relationship to your strategic objectives? 
N M2.2a1/1.1 What are your key short-term action plans?  
N M2.2a1/1.2 What are your key short-term action plans relationship to your 
strategic objectives?  
N M2.2a1/1.3 What are your key long-term action plans? 
N M2.2a1/1.4 What are your key long-term action plans relationship to your 
strategic objectives? 
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M2.2a1/2 What are the key planned changes, if any, in your products, your 
customers and markets, your suppliers and partners, and how you 
will operate? 
N M2.2a1/2.1 What are the key planned changes, if any, in your products? 
N M2.2a1/2.2 What are the key planned changes, if any, in your customers? 
N M2.2a1/2.3 What are the key planned changes, if any, in your markets? 
N M2.2a1/2.4 What are the key planned changes, if any, in your suppliers? 
N M2.2a1/2.5 What are the key planned changes, if any, in your partners? 
N M2.2a1/2.6 What are the key planned changes, if any, in how you will operate? 
   
  (2)   Action Plan Implementation 
M2.2a2/1 How do you deploy action plans throughout the organization to your 
workforce and to key suppliers and partners, as appropriate, to 
achieve your key strategic objectives? 
N M2.2a2/1.1 How do you deploy action plans throughout the organization to your 
workforce to achieve your key strategic objectives?  
N M2.2a2/1.2 How do you deploy action plans to key suppliers to achieve your key 
strategic objectives?  
N M2.2a2/1.3 How do you deploy action plans to partners to achieve your key 
strategic objectives? 
   
M2.2a2/2 How do you ensure that the key outcomes of your action plans can 
be sustained? 
N M2.2a2/2.1 How do you ensure that the key outcomes of your action plans can 
be sustained?  
   
  (3)   Resource Allocation 
M2.2a3/1 How do you ensure that financial and other resources are available 
to support the accomplishment of your action plans, while meeting 
current obligations? 
N M2.2a3/1.1 How do you ensure that financial and other resources are available to 
support the accomplishment of your action plans, while meeting 
current obligations? 
   
M2.2a3/2 How do you allocate these resources to support the accomplishment 
of the plans? 
N M2.2a3/2.1 How do you allocate these resources to support the accomplishment 
of the plans?  
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M2.2a3/3 How do you manage the financial and other risks associated with the 
plans to ensure the financial viability of your organization? 
N M2.2a3/3.1 How do you manage the financial risks associated with the plans to 
ensure the financial viability of your organization? 
N M2.2a3/3.2 How do you manage other risks associated with the plans to ensure 
the financial viability of your organization? 
   
  (4)   Workforce Plans 
M2.2a4/1 What are your key human resource or workforce plans to accomplish 
your short- and longer-term strategic objectives and action plans? 
N M2.2a4/1.1 What are your key human resource or workforce plans to accomplish 
your short-term strategic objectives?  
N M2.2a4/1.2 What are your key human resource or workforce plans to accomplish 
your short-term action plans?  
N M2.2a4/1.3 What are your key human resource or workforce plans to accomplish 
your long-term strategic objectives? 
N M2.2a4/1.4 What are your key human resource or workforce plans to accomplish 
your long-term action plans? 
   
M2.2a4/2 How do the plans address potential impacts on your workforce 
members and any potential changes to workforce capability and 
capacity needs? 
N M2.2a4/2.1 How do the plans address potential impacts on your workforce 
members?  
N M2.2a4/2.2 How do the plans address potential impacts on any potential changes 
to workforce capability? 
N M2.2a4/2.3 How do the plans address potential impacts on any potential changes 
to workforce capacity needs? 
   
  (5)   Performance Measures 
M2.2a5/1 What are your key performance measures or indicators for tracking 
the achievement and effectiveness of your action plans? 
N M2.2a5/1.1 What are your key performance measures or indicators for tracking 
the achievement of your action plans?  
Y M2.2a5/1.2 What are your key performance measures or indicators for tracking 
the effectiveness of your action plans?  
  G1.1W7 
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M2.2a5/2 How do you ensure that your overall action plan measurement 
system reinforces organizational alignment? 
N M2.2a5/2.1 How do you ensure that your overall action plan measurement 
system reinforces organizational alignment?  
   
M2.2a5/3 How do you ensure that the measurement system covers all key 
deployment areas and stakeholders? 
N M2.2a5/3.1 How do you ensure that the measurement system covers all key 
deployment areas?  
N M2.2a5/3.2 How do you ensure that the measurement system covers all 
stakeholders? 
   
  (6)   Action Plan Modification 
M2.2a6/1 How do you establish and implement modified action plans if 
circumstances require a shift in plans and rapid execution of new 
plans? 
N M2.2a6/1.1 How do you establish modified action plans if circumstances require 
a shift in plans?  
N M2.2a6/1.2 How do you establish modified action plans if circumstances require 
a rapid execution of new plans?  
N M2.2a6/1.3 How do you implement modified action plans if circumstances 
require a shift in plans?  
N M2.2a6/1.4 How do you implement modified action plans if circumstances 
require a rapid execution of new plans? 
   
  b. Performance Projections 
M2.2b1/1 For the key performance measures or indicators identified in 
2.2a(5), what are your performance projections for both your short- 
and longer-term planning time horizons? 
N M2.2b1/1.1 For the key performance measures or indicators identified in 2.2a(5), 
what are your performance projections for your short-term planning 
time horizons?  
N M2.2b1/1.2 For the key performance measures or indicators identified in 2.2a(5), 
what are your performance projections for both your long-term 
planning time horizons? 
   
M2.2b1/2 How does your projected performance on these measures or 
indicators compare with the projected performance of your 
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competitors or comparable organizations? 
N M2.2b1/2.1 How does your projected performance on these measures or 
indicators compare with the projected performance of your 
competitors or comparable organizations?  
   
M2.2b1/3 How does it compare with key benchmarks, goals, and past 
performance, as appropriate? 
N M2.2b1/3.1 How does  projected performance compare with key benchmarks?  
N M2.2b1/3.2 How does  projected performance compare with key goals?  
N M2.2b1/3.3 How does  projected performance compare with key past 
performance?  
   
M2.2b1/4 If there are current or projected gaps in performance against your 
competitors or comparable organizations, how will you address 
them? 
N M2.2b1/4.1 If there are current or projected gaps in performance against your 
competitors or comparable organizations, how will you address 
them?  
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Category 3: Customer Focus 
Category 3.1: Voice of the Customer 
B3.1/1 How do you obtain information from your customers? 
N B3.1/1.1 How do you obtain information from your customers? 
   
O3.1/1 Describe how your organization listens to your customers and 
gains satisfaction and dissatisfaction information. 
Y O3.1/1.1 Describe how your organization listens to your customers.  
  S3.3, S3.4 
Y O3.1/1.2 Describe how your organization gains satisfaction information (of 
customers).  
  S5.3b 
Y O3.1/1.3 Describe how your organization gains dissatisfaction information 
(of customers).  
  S5.3b 
   
  a.       Customer Listening 
  (1) Listening to Current Customers 
M3.1a1/1 How do you listen to customers to obtain actionable information?   
Y M3.1a1/1.1 How do you listen to customers to obtain actionable information?  
  G3.3W10 
   
M3.1a1/2 How do your listening methods vary for different customers, 
customer groups, or market segments? 
N M3.1a1/2.1 How do your listening methods vary for different customers, 
customer groups, or market segments? 
   
M3.1a1/3 How do you use social media and Web-based technologies to listen 
to customers, as appropriate? 
N M3.1a1/3.1 How do you use social media and Web-based technologies to 
listen to customers? 
N M3.1a1/3.2 How do you use social media and Web-based technologies to 
listen to customers? 
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M3.1a1/4 How do your listening methods vary across the customer life 
cycle? 
N M3.1a1/4.1 How do your listening methods vary across the customer life 
cycle?  
   
M3.1a1/5 How do you follow up with customers on the quality of products, 
customer support, and transactions to receive immediate and 
actionable feedback? 
Y M3.1a1/5.1 How do you follow up with customers on the quality of products to 
receive immediate and actionable feedback?  
  G5.3bW8 
Y M3.1a1/5.2 How do you follow up with customers on the quality of products to 
receive immediate and actionable feedback?  
  G5.3bW8 
Y M3.1a1/5.3 How do you follow up with customers on customer support to 
receive immediate and actionable feedback?  
  G5.3bW8 
Y M3.1a1/5.4 How do you follow up with customers on customer support to 
receive immediate and actionable feedback?  
  G5.3bW8 
Y M3.1a1/5.5 How do you follow up with customers on transactions to receive 
immediate and actionable feedback?  
  G5.3bW8 
Y M3.1a1/5.6 How do you follow up with customers on transactions to receive 
immediate and actionable feedback?  
  G5.3bW8 
   
  (2) Listening to Potential Customers 
M3.1a2/1 How do you listen to former customers, potential customers, and 
customers of competitors to obtain actionable information and to 
obtain feedback on your products, customer support, and 
transactions, as appropriate? 
N M3.1a2/1.1 How do you listen to former customers to obtain actionable 
information on your products? 
N M3.1a2/1.2 How do you listen to former customers to obtain actionable 
information on your customer support? 
N M3.1a2/1.3 How do you listen to former customers to obtain actionable 
information on your transactions? 
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N M3.1a2/1.4 How do you listen to former customers to obtain feedback on your 
products? 
N M3.1a2/1.5 How do you listen to former customers to obtain feedback on your 
customer support? 
N M3.1a2/1.6 How do you listen to former customers to obtain feedback on your 
transactions? 
N M3.1a2/1.7 How do you listen to potential customers to obtain actionable 
information on your products? 
N M3.1a2/1.8 How do you listen to potential customers to obtain actionable 
information on your customer support? 
N M3.1a2/1.9 How do you listen to potential customers to obtain actionable 
information on your transactions? 
N M3.1a2/1.10 How do you listen to potential customers to obtain feedback on 
your products? 
N M3.1a2/1.11 How do you listen to potential customers to obtain feedback on 
your customer support? 
N M3.1a2/1.12 How do you listen to potential customers to obtain feedback on 
your transactions? 
N M3.1a2/1.13 How do you listen to customers of competitors to obtain actionable 
information and to obtain feedback on your products, customer 
support, and transactions? 
N M3.1a2/1.14 How do you listen to customers of competitors to obtain actionable 
information on your products? 
N M3.1a2/1.15 How do you listen to customers of competitors to obtain actionable 
information on your customer support? 
N M3.1a2/1.16 How do you listen to customers of competitors to obtain actionable 
information on your transactions? 
N M3.1a2/1.17 How do you listen to customers of competitors to obtain feedback 
on your products? 
N M3.1a2/1.18 How do you listen to customers of competitors to obtain feedback 
on your customer support? 
N M3.1a2/1.19 How do you listen to customers of competitors to obtain feedback 
on your transactions? 
   
  b.      Determination of Customer Satisfaction and Engagement 
  (1)   Satisfaction and Engagement 
M3.1b1/1 How do you determine customer satisfaction and engagement? 
Y M3.1b1/1.1 How do you determine customer satisfaction? 
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  G5.3bW7 
N M3.1b1/1.2 How do you determine customer engagement? 
   
M3.1b1/2 How do these determination methods differ among customer 
groups and market segments, as appropriate? 
N M3.1b1/2.1 How do these determination methods differ among customer 
groups? 
N M3.1b1/2.2 How do these determination methods differ among market 
segment? 
   
M3.1b1/3 How do your measurements capture actionable information for use 
in exceeding your customers’ expectations and securing your 
customers’ engagement? 
N M3.1b1/3.1 How do your measurements capture actionable information for use 
in exceeding your customers’ expectations?  
N M3.1b1/3.2 How do your measurements capture actionable information for use 
in securing your customers’ engagement?  
   
  (2)   Satisfaction Relative to Competitors 
M3.1b2/1 How do you obtain information on your customers’ satisfaction 
relative to their satisfaction with your competitors? 
A M3.1b2/1.1 How do you obtain information on your customers’ satisfaction 
relative to their satisfaction with your competitors? 
   
M3.1b2/2 How do you obtain information on your customers’ satisfaction 
relative to the satisfaction levels of customers of other 
organizations providing similar products or to industry 
benchmarks, as appropriate? 
N M3.1b2/2.1 How do you obtain information on your customers’ satisfaction 
relative to the satisfaction levels of customers of other 
organizations providing similar products or to industry 
benchmarks? 
   
  (3)   Dissatisfaction 
M3.1b3/1 How do you determine customer dissatisfaction? 
Y M3.1b3/1.1 How do you determine customer dissatisfaction?  
  G5.3bW7 
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M3.1b3/2 How do your measurements capture actionable information for use 
in meeting your customers’ requirements and exceeding their 
expectations in the future? 
N M3.1b3/2.1 How do your measurements capture actionable information for use 
in meeting your customers’ requirements?  
N M3.1b3/2.2 How do your measurements capture actionable information for use 
in exceeding their expectations in the future?  
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Category 3.2: Voice of the Customer 
B3.2/1 How do you engage customers to serve their needs and build 
relationships? 
Y B3.2/1.1 How do you engage customers to serve their needs? 
  T5 
Y B3.2/1.2 How do you engage customers to build relationships? 
  T5 
   
O3.2/1 Describe how your organization determines product offerings and 
communication mechanisms to support customers. 
Y O3.2/1.1 Describe how your organization determines product offerings.  
  S5.1 
N O3.2/1.2 Describe how your organization determines communication 
mechanisms to support customers.  
   
O3.2/2 Describe how your organization builds customer relationships. 
Y O3.2/2.1 Describe how your organization builds customer relationships.  
  S5.2, S5.3, S5.A, S5.3c 
    
  a. Product Offerings and Customer Support 
  (1)   Product Offerings 
M3.2a1/1 How do you identify customer and market requirements for 
product offerings and services? 
N M3.2a1/1.1 How do you identify customer requirements for product offerings?  
N M3.2a1/1.2 How do you identify customer requirements for services? 
N M3.2a1/1.3 How do you identify market requirements for product offerings?  
N M3.2a1/1.4 How do you identify market requirements for services?  
   
M3.2a1/2 How do you identify and innovate product offerings to meet the 
requirements and exceed the expectations of your customer groups 
and market segments (identified in your Organizational Profile)? 
N M3.2a1/2.1 How do you identify product offerings to meet the requirements of 
your customer groups?  
N M3.2a1/2.2 How do you identify product offerings to meet the requirements 
and of market segments?  
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N M3.2a1/2.3 How do you identify product offerings to exceed the expectations 
of your customer groups?  
N M3.2a1/2.4 How do you identify product offerings to meet exceed the 
expectations of your market segments?  
N M3.2a1/2.5 How do you innovate product offerings to meet the requirements 
of your customer groups?  
N M3.2a1/2.6 How do you innovate product offerings to meet the requirements 
and of market segments?  
N M3.2a1/2.7 How do you innovate product offerings to exceed the expectations 
of your customer groups?  
N M3.2a1/2.8 How do you innovate product offerings to meet exceed the 
expectations of your market segments?  
   
M3.2a1/3 How do you identify and innovate product offerings to enter new 
markets, to attract new customers, and to provide opportunities for 
expanding relationships with existing customers, as appropriate? 
A M3.2a1/3.1 How do you identify product offerings to enter new markets?  
A M3.2a1/3.2 How do you innovate product offerings to enter new markets?  
A M3.2a1/3.3 How do you identify product offerings to attract new customers?  
A M3.2a1/3.4 How do you innovate product offerings to attract new customers?  
N M3.2a1/3.5 How do you identify product offerings to provide opportunities for 
expanding relationships with existing customers?  
N M3.2a1/3.6 How do you innovate product offerings to provide opportunities 
for expanding relationships with existing customers?  
   
  (2)   Customer Support 
M3.2a2/1 How do you enable customers to seek information and customer 
support? 
Y M3.2a2/1.1 How do you enable customers to seek information?  
  G5.3W1 
Y M3.2a2/1.2 How do you enable customers to seek customer support?  
  G5.1W2, G5.2W3 
   
M3.2a2/2 How do you enable them to conduct their business with you and 
provide feedback on your products and your customer support? 
Y M3.2a2/2.1 How do you enable them to conduct their business with you?  
  G5.1W2 
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Y M3.2a2/2.2 How do you enable them to provide feedback on your product?  
  G5.3bW7 
Y M3.2a2/2.3 How do you enable them to provide feedback on your customer 
support?  
  G5.3bW7 
   
M3.2a2/3 What are your key means of customer support, including your key 
communication mechanisms? 
Y M3.2a2/3.1 What are your key means of customer support, including your key 
communication mechanisms?  
  G5.1W2 
   
M3.2a2/4 How do they vary for different customers, customer groups, or 
market segments? 
N M3.2a2/4.1 How do they vary for different customers, customer groups, or 
market segments? 
   
M3.2a2/5 How do you determine your customers’ key support requirements? 
N M3.2a2/5.1 How do you determine your customers’ key support requirements?  
   
M3.2a2/6 How do you ensure that customer support requirements are 
deployed to all people and processes involved in customer 
support? 
Y M3.2a2/6.1 How do you ensure that customer support requirements are 
deployed to all people involved in customer support? 
  G5.2W2 
N M3.2a2/6.2 How do you ensure that customer support requirements are 
deployed to all processes involved in customer support? 
   
  (3)   Customer Segmentation 
M3.2a3/1 How do you use customer, market, and product offering 
information to identify current and anticipate future customer 
groups and market segments? 
N M3.2a3/1.1 How do you use customer information to identify current customer 
groups?  
N M3.2a3/1.2 How do you use customer information to identify current market 
segments?  
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N M3.2a3/1.3 How do you use customer information to identify anticipate future 
customer group?  
N M3.2a3/1.4 How do you use customer information to identify anticipate future 
market segments?  
N M3.2a3/1.5 How do you use market information to identify current customer 
groups?  
N M3.2a3/1.6 How do you use market information to identify current market 
segments?  
N M3.2a3/1.7 How do you use market information to identify anticipate future 
customer group?  
N M3.2a3/1.8 How do you use market information to identify anticipate future 
market segments?  
N M3.2a3/1.9 How do you use product offering information to identify current 
customer groups?  
N M3.2a3/1.10 How do you use product offering information to identify current 
market segments?  
N M3.2a3/1.11 How do you use product offering information to identify anticipate 
future customer group?  
N M3.2a3/1.12 How do you use product offering information to identify anticipate 
future market segments?  
   
M3.2a3/2 How do you consider customers of competitors and other potential 
customers and markets in this segmentation? 
N M3.2a3/2.1 How do you consider customers of competitors in this 
segmentation?  
N M3.2a3/2.2 How do you consider other potential customers in this 
segmentation?  
N M3.2a3/2.3 How do you consider other potential markets in this segmentation?  
   
M3.2a3/3 How do you determine which customers, customer groups, and 
market segments to pursue for current and future products? 
N M3.2a3/3.1 How do you determine which customers to pursue for current 
products?  
N M3.2a3/3.2 How do you determine which customers to pursue for future 
products?  
N M3.2a3/3.3 How do you determine which customer groups to pursue for 
current products?  
N M3.2a3/3.4 How do you determine which customer groups to pursue for future 
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products?  
N M3.2a3/3.5 How do you determine which market segments to pursue for 
current products?  
N M3.2a3/3.6 How do you determine which market segments to pursue for future 
products? 
   
  (4)   Customer Data Use 
M3.2a4/1 How do you use customer, market, and product offering 
information to improve marketing, build a more customer-focused 
culture, and identify opportunities for innovation? 
N M3.2a4/1.1 How do you use customer information to improve marketing?  
N M3.2a4/1.2 How do you use market information to improve marketing?  
N M3.2a4/1.3 How do you use product offering information to improve 
marketing?  
N M3.2a4/1.4 How do you use customer information to build a more customer-
focused culture? 
N M3.2a4/1.5 How do you use market information to build a more customer-
focused culture? 
N M3.2a4/1.6 How do you use product offering information to build a more 
customer-focused culture? 
N M3.2a4/1.7 How do you use customer information to identify opportunities for 
innovation?  
N M3.2a4/1.8 How do you use market information to identify opportunities for 
innovation?  
N M3.2a4/1.9 How do you use product offering information to identify 
opportunities for innovation?  
   
  b.       Building Customer Relationships 
  (1)   Relationship Management 
  How do you market, build, and manage relationships with 
customers to achieve the following? 
M3.2b1/1 - acquire customers and build market share 
A M3.2b1/1.1 How do you market relationships with customers to acquire 
customers? 
A M3.2b1/1.2 How do you market relationships with customers to build market 
share? 
A M3.2b1/1.3 How do you build relationships with customers to acquire 
customers? 
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A M3.2b1/1.4 How do you build relationships with customers to build market 
share? 
A M3.2b1/1.5 How do you manage relationships with customers to acquire 
customers? 
A M3.2b1/1.6 How do you manage relationships with customers to build market 
share? 
   
M3.2b1/2 - retain customers, meet their requirements, and exceed their 
expectations in each stage of the customer life cycle 
N M3.2b1/2.1 How do you market relationships with customers to retain 
customers? 
N M3.2b1/2.2 How do you market relationships with customers to meet their 
requirements? 
N M3.2b1/2.3 How do you market relationships with customers to exceed their 
expectations in each stage of the customer life cycle? 
N M3.2b1/2.4 How do you build relationships with customers to retain 
customers? 
N M3.2b1/2.5 How do you build relationships with customers meet their 
requirements? 
N M3.2b1/2.6 How do you build relationships with customers to exceed their 
expectations in each stage of the customer life cycle? 
N M3.2b1/2.7 How do you manage relationships with customers to retain 
customers? 
N M3.2b1/2.8 How do you manage relationships with customers meet their 
requirements? 
N M3.2b1/2.9 How do you manage relationships customers to exceed their 
expectations in each stage of the customer life cycle? 
   
M3.2b1/3 - increase their engagement with you 
N M3.2b1/3.1 How do you market relationships with customers to increase their 
engagement with you? 
Y M3.2b1/3.2 How do you build relationships with customers to increase their 
engagement with you? 
  G3.3M1, G3.3M2, G3.3M3, G3.3W4, G3.3W6,  G3.3W9, 
G3.3W5, G3.4M1, G3.4M2, G3.4M3, G3.3W11, G3.4W4, 
G3.4W5, G3.4W8, G5.3W2, G5.3W3, G5.3W4 
N M3.2b1/3.3 How do you manage relationships with customers to increase their 
engagement with you? 
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  (2)   Complaint Management 
M3.2b2/1 How do you manage customer complaints? 
Y M3.2b2/1.1 How do you manage customer complaints?  
  G5.3cW9, G5.3cW10 
   
M3.2b2/2 How does your customer complaint management process ensure 
that complaints are resolved promptly and effectively? 
N M3.2b2/2.1 How does your customer complaint management process ensure 
that complaints are resolved promptly?  
Y M3.2b2/2.2 How does your customer complaint management process ensure 
that complaints are resolved effectively?  
  G5.3cW9 
   
M3.2b2/3 How does your customer complaint management process enable 
you to recover your customers’ confidence and enhance their 
satisfaction and engagement? 
N M3.2b2/3.1 How does your customer complaint management process enable 
you to recover your customers’ confidence?  
N M3.2b2/3.2 How does your customer complaint management process enable 
you to enhance their (your customers) satisfaction?  
N M3.2b2/3.3 How does your customer complaint management process enable 
you to enhance their (your customers) engagement?  
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Category 4: Measurement, Analysis, and Knowledge Management 
Category 4.1: Measurement, Analysis, and Improvement of 
Organizational Performance 
 
B4.1/1 How do you measure, analyze, and then improve organizational 
performance? 
N B4.1/1.1 How do you measure organizational performance? 
N B4.1/1.2 How do you analyze organizational performance? 
N B4.1/1.3 How do you improve organizational performance (after measure 
and analyzing)? 
   
O4.1/1 Describe how your organization measures, analyzes, reviews, and 
improves its performance through the use of data and information at 
all levels and in all parts of your organization. 
Y O4.1/1.1 Describe how your organization measures its performance through 
the use of data and information at all levels of your organization.  
  S1.2a, S1.2b 
N O4.1/1.2 Describe how your organization analyzes its performance through 
the use of data and information at all levels of your organization.  
N O4.1/1.3 Describe how your organization reviews its performance through the 
use of data and information at all levels of your organization.  
Y O4.1/1.4 Describe how your organization improves its performance through 
the use of data and information at all levels of your organization.  
  S1.1, S1.1a, S1.1b 
Y O4.1/1.5 Describe how your organization measures its performance through 
the use of data and information in all parts of your organization.  
  S1.2a, S1.2b 
N O4.1/1.6 Describe how your organization analyzes its performance through 
the use of data and information in all parts of your organization.  
N O4.1/1.7 Describe how your organization reviews its performance through the 
use of data and information in all parts of your organization.  
Y O4.1/1.8 Describe how your organization improves its performance through 
the use of data and information in all parts of your organization.  
  S1.1, S1.1a, S1.1b 
   
  a. Performance Measurement 
  (1)   Performance Measures 
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M4.1a1/1 How do you select, collect, align, and integrate data and 
information for tracking daily operations and overall organizational 
performance, including progress relative to strategic objectives and 
action plans? 
N M4.1a1/1.1 How do you select data and information for tracking overall 
organizational performance, including progress relative to strategic 
objectives and action plans?  
Y M4.1a1/1.2 How do you collect data and information for tracking overall 
organizational performance, including progress relative to strategic 
objectives and action plans?  
  G1.2W2 
N M4.1a1/1.3 How do you align data and information for tracking overall 
organizational performance, including progress relative to strategic 
objectives and action plans?  
N M4.1a1/1.4 How do you integrate data and information for tracking overall 
organizational performance, including progress relative to strategic 
objectives and action plans?  
   
M4.1a1/1 What are your key organizational performance measures, including 
key short-term and longer-term financial measures? 
Y M4.1a1/1.1 What are your key organizational performance measures, including 
key short-term and longer-term financial measures?  
  G1.2W1 
   
M4.1a1/2 How frequently do you track these measures? 
N M4.1a1/2.1 How frequently do you track these measures?  
   
M4.1a1/3 How do you use these data and information to support 
organizational decision making and innovation? 
N M4.1a1/3.1 How do you use key organizational performance measures data and 
information to support organizational decision-making? 
N M4.1a1/3.2 How do you use key organizational performance measures data and 
information to support organizational innovation?  
   
  (2)   Comparative Data 
M4.1a2/1 How do you select and ensure the effective use of key comparative 
data and information to support operational and strategic decision 
making and innovation? 
N M4.1a2/1.1 How do you select key comparative data and information to support 
operational decision-making?  
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Y M4.1a2/1.2 How do you ensure the effective use of key comparative data and 
information to support operational decision-making?  
  G1.2W1 
N M4.1a2/1.3 How do you select key comparative data and information to support 
strategic decision-making?  
N M4.1a2/1.4 How do you ensure the effective use of key comparative data and 
information to support strategic decision-making?  
N M4.1a2/1.5 How do you select key comparative data and information to support 
innovation?  
N M4.1a2/1.6 How do you ensure the effective use of key comparative data and 
information to support innovation? 
   
  (3)   customer Data 
M4.1a3/2 How do you select and ensure the effective use of voice-of-the-
customer data and information (including complaints) to support 
operational and strategic decision making and innovation? 
N M4.1a3/2.1 How do you select voice-of-the-customer data and information 
(including complaints) to support operational decision-making?  
N M4.1a3/2.2 How do you ensure the effective use of voice-of-the-customer data 
and information (including complaints) to support operational 
decision-making?  
N M4.1a3/2.3 How do you select voice-of-the-customer data and information 
(including complaints) to support strategic decision-making?  
N M4.1a3/2.4 How do you ensure the effective use of voice-of-the-customer data 
and information (including complaints) to support strategic 
decision-making?  
N M4.1a3/2.5 How do you select voice-of-the-customer data and information 
(including complaints) to support innovation?  
N M4.1a3/2.6 How do you ensure the effective use of voice-of-the-customer data 
and information (including complaints) to support innovation?  
   
  (4)   Measurement Agility 
M4.1a4/1 How do you ensure that your performance measurement system is 
able to respond to rapid or unexpected organizational or external 
changes? 
N M4.1a4/1.1 How do you ensure that your performance measurement system is 
able to respond to rapid or unexpected organizational or external 
changes? 
   
  b. Performance Analysis and Review 
M4.1b1/1 How do you review organizational performance and capabilities? 
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Y M4.1b1/1.1 How do you review organizational performance? 
  G1.2W1, G1.2W2 
N M4.1b1/1.2 How do you review organizational capabilities?  
   
M4.1b1/2 How do you use your key organizational performance measures in 
these reviews? 
N M4.1b1/2.1 How do you use your key organizational performance measures in 
organizational capabilities reviews? 
   
M4.1b1/3 What analyses do you perform to support these reviews and ensure 
that conclusions are valid? 
N M4.1b1/3.1 What analyses do you perform to support these reviews?  
N M4.1b1/3.2 What analyses do you perform to ensure that conclusions are valid?  
   
M4.1b1/4 How do you use these reviews to assess organizational success, 
competitive performance, financial health, and progress relative to 
strategic objectives and action plans? 
N M4.1b1/4.1 How do you use these reviews to assess organizational success 
relative to strategic objectives? 
N M4.1b1/4.2 How do you use these reviews to assess organizational success 
relative to action plans?   
N M4.1b1/4.3 How do you use these reviews to assess organizational competitive 
performance relative to strategic objectives?  
N M4.1b1/4.4 How do you use these reviews to assess organizational competitive 
performance relative to action plans?  
N M4.1b1/4.5 How do you use these reviews to assess organization financial 
health relative to strategic objectives?  
N M4.1b1/4.6 How do you use these reviews to assess organization financial 
health relative to action plans?  
N M4.1b1/4.7 How do you use these reviews to assess organizational progress 
relative to strategic objectives?  
N M4.1b1/4.8 How do you use these reviews to assess organizational progress 
relative to action plans? 
   
M4.1b1/5 How do you use these reviews to assess your organization’s ability 
to respond rapidly to changing organizational needs and challenges 
in your operating environment? 
N M4.1b1/5.1 How do you use these reviews to assess your organization’s ability 
to respond rapidly to changing organizational needs in your 
operating environment?  
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N M4.1b1/5.2 How do you use these reviews to assess your organization’s ability 
to respond rapidly to changing organizational challenges in your 
operating environment?  
   
  c. Performance Improvement 
  (1)   Best-Practice Sharing 
M4.1c1/1 How do you use performance review findings to share lessons 
learned and best practices across organizational units and work 
processes? 
N M4.1c1/1.1 How do you use performance review findings to share lessons 
learned across organizational units?  
N M4.1c1/1.2 How do you use performance review findings to share lessons 
learned across work processes?  
N M4.1c1/1.3 How do you use performance review findings to share best practices 
across organizational units?  
N M4.1c1/1.4 How do you use performance review findings to share best practices 
across work processes?  
    
  (2)   Future Performance 
M4.1c2/1 How do you use performance review findings and key comparative 
and competitive data to project future performance? 
N M4.1c2/1.1 How do you use performance review findings to project future 
performance?  
N M4.1c2/1.2 How do you use key comparative data to project future 
performance?  
N M4.1c2/1.3 How do you use key competitive data to project future performance?  
   
  (3)   Continuous Improvement and Innovation 
M4.1c3/1 How do you use organizational performance review findings to 
develop priorities for continuous improvement and opportunities for 
innovation? 
N M4.1c3/1.1 How do you use organizational performance review findings to 
develop priorities for continuous improvement?  
N M4.1c3/1.2 How do you use organizational performance review findings to 
develop priorities for opportunities for innovation?  
   
M4.1c3/2 How are these priorities and opportunities deployed to work group 
and functional-level operations throughout your organization? 
N M4.1c3/2.1 How are these priorities deployed to work group throughout your 
organization? 
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N M4.1c3/2.2 How are these opportunities deployed to work group throughout 
your organization?   
N M4.1c3/2.3 How are these priorities and opportunities deployed to functional-
level operations throughout your organization?  
N M4.1c3/2.4 How are these priorities deployed to functional-level operations 
throughout your organization? 
N M4.1c3/2.5 How are these opportunities deployed to functional-level operations 
throughout your organization? 
   
M4.1c3/3 When appropriate, how are the priorities and opportunities 
deployed to your suppliers, partners, and collaborators to ensure 
organizational alignment? 
N M4.1c3/3.1 How are the priorities deployed to your suppliers to ensure 
organizational alignment?  
N M4.1c3/3.2 How are the opportunities deployed to your suppliers to ensure 
organizational alignment? 
N M4.1c3/3.3 How are the priorities deployed to your partners to ensure 
organizational alignment?  
N M4.1c3/3.4 How are the opportunities deployed to your partners to ensure 
organizational alignment?  
Y M4.1c3/3.5 How are the priorities deployed to your collaborators to ensure 
organizational alignment? 
N M4.1c3/3.6 How are the opportunities deployed to your collaborators to ensure 
organizational alignment? 
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Category 4.2: Management of Information, Knowledge, and 
Information Technology 
 
B4.2/1 How do you manage your information, organizational knowledge, 
and information technology? 
N B4.2/1.1 How do you manage your information? 
Y B4.2/1.2 How do you manage your organizational knowledge? 
  T2 
N B4.2/1.3 How do you manage your information technology? 
   
O4.2/1 Describe how your organization builds and manages its knowledge 
assets. 
Y O4.2/1.1 Describe how your organization builds its knowledge assets.  
  S2.3 
N O4.2/1.2 Describe how your organization manages its knowledge assets. 
   
O4.2/2 Describe how your organization ensures the quality and availability 
of needed data, information, software, and hardware for your 
workforce, suppliers, partners, collaborators, and customers. 
N O4.2/2.1 Describe how your organization ensures the quality of needed data 
(and) information for your workforce.  
N O4.2/2.2 Describe how your organization ensures the quality of needed data 
(and) information for your suppliers.  
N O4.2/2.3 Describe how your organization ensures the quality of needed data 
(and) information for your partners.  
N O4.2/2.4 Describe how your organization ensures the quality of needed data 
(and) information for your collaborators.  
N O4.2/2.5 Describe how your organization ensures the quality of needed data 
(and) information for your customers.  
N O4.2/2.6 Describe how your organization ensures the quality of needed 
software for your workforce.  
N O4.2/2.7 Describe how your organization ensures the quality of needed 
software for your suppliers.  
N O4.2/2.8 Describe how your organization ensures the quality of needed 
software for your partners.  
N O4.2/2.9 Describe how your organization ensures the quality of needed 
software for your collaborators.  
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N O4.2/2.10 Describe how your organization ensures the quality of needed 
software for your customers.  
N O4.2/2.11 Describe how your organization ensures the quality of needed 
hardware for your workforce.  
N O4.2/2.12 Describe how your organization ensures the quality of needed 
hardware for your suppliers.  
N O4.2/2.13 Describe how your organization ensures the quality of needed 
hardware for your partners.  
N O4.2/2.14 Describe how your organization ensures the quality of needed 
hardware for your collaborators.  
N O4.2/2.15 Describe how your organization ensures the quality of needed 
hardware for your customers.  
N O4.2/2.16 Describe how your organization ensures the availability of needed 
data (and) information for your workforce.  
N O4.2/2.17 Describe how your organization ensures the availability of needed 
data (and) information for your suppliers.  
N O4.2/2.18 Describe how your organization ensures the availability of needed 
data (and) information for your partners.  
N O4.2/2.19 Describe how your organization ensures the availability of needed 
data (and) information for your collaborators.  
N O4.2/2.20 Describe how your organization ensures the availability of needed 
data (and) information for your customers.  
N O4.2/2.21 Describe how your organization ensures the availability of needed 
software for your workforce.  
N O4.2/2.22 Describe how your organization ensures the availability of needed 
software for your suppliers.  
N O4.2/2.23 Describe how your organization ensures the availability of needed 
software for your partners.  
N O4.2/2.24 Describe how your organization ensures the availability of needed 
software for your collaborators.  
N O4.2/2.25 Describe how your organization ensures the availability of needed 
software for your customers.  
N O4.2/2.26 Describe how your organization ensures the availability of needed 
hardware for your workforce.  
N O4.2/2.27 Describe how your organization ensures the availability of needed 
hardware for your suppliers.  
N O4.2/2.28 Describe how your organization ensures the availability of needed 
hardware for your partners.  
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N O4.2/2.29 Describe how your organization ensures the availability of needed 
hardware for your collaborators.  
N O4.2/2.30 Describe how your organization ensures the availability of needed 
hardware for your customers.  
   
  a. Data, Information, and Knowledge Management 
  (1)   Properties 
  How do you manage your organizational data, information, and 
knowledge to ensure the following properties? 
M4.2a1/1 - accuracy 
Y M4.2a1/1.1 How do you manage your organizational data (and) information to 
ensure accuracy?  
  G1.1W2 
N M4.2a1/1.2 How do you manage your organizational knowledge to ensure 
accuracy?  
   
M4.2a1/2 - integrity and reliability 
N M4.2a1/2.1 How do you manage your organizational data (and) information to 
ensure integrity?  
Y M4.2a1/2.2 How do you manage your organizational data (and) information to 
ensure reliability?  
  G1.1W3 
N M4.2a1/2.3 How do you manage your organizational knowledge to ensure 
integrity? 
N M4.2a1/2.4 How do you manage your organizational knowledge to ensure 
reliability?  
    
M4.2a1/3 - timeliness 
N M4.2a1/3.1 How do you manage your organizational data (and) information to 
ensure timeliness?  
N M4.2a1/3.2 How do you manage your organizational knowledge to ensure 
timeliness?  
   
M4.2a1/4 - security and confidentiality 
N M4.2a1/4.1 How do you manage your organizational data (and) information to 
ensure security?  
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N M4.2a1/4.2 How do you manage your organizational knowledge to ensure 
security?  
N M4.2a1/4.3 How do you manage your organizational data (and) information to 
ensure confidentiality?  
N M4.2a1/4.4 How do you manage your organizational knowledge to ensure 
confidentiality?  
   
  (2)   Data and Information Availability 
M4.2a2/1 How do you make needed data and information available to your 
workforce, suppliers, partners, collaborators, and customers, as 
appropriate? 
N M4.2a2/1.1 How do you make needed data and information available to your 
workforce?  
N M4.2a2/1.2 How do you make needed data and information available to your 
suppliers? 
N M4.2a2/1.3 How do you make needed data and information available to your 
partners? 
Y M4.2a2/1.4 How do you make needed data and information available to your 
collaborators? 
  G3.3W7, G3.4W7 
Y M4.2a2/1.5 How do you make needed data and information available to your 
customers? 
  G5.3W1 
   
  (3)   Knowledge Management 
  How do you manage organizational knowledge to accomplish the 
following? 
M4.2a3/1 - the collection and transfer of workforce knowledge 
N M4.2a3/1.1 How do you manage organizational knowledge to accomplish the 
collection of workforce knowledge? 
N M4.2a3/1.2 How do you manage organizational knowledge to accomplish the 
transfer of workforce knowledge? 
   
M4.2a3/2 - the transfer of relevant knowledge from and to customers, 
suppliers, partners, and collaborators 
N M4.2a3/2.1 How do you manage organizational knowledge to accomplish the 
transfer of relevant knowledge from and to customers?  
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N M4.2a3/2.2 How do you manage organizational knowledge to accomplish the 
transfer of relevant knowledge from and to suppliers?  
N M4.2a3/2.3 How do you manage organizational knowledge to accomplish the 
transfer of relevant knowledge from and to partners?  
N M4.2a3/2.4 How do you manage organizational knowledge to accomplish the 
transfer of relevant knowledge from and to collaborators?  
   
M4.2a3/3 - the rapid identification, sharing, and implementation of best 
practices 
N M4.2a3/3.1 How do you manage organizational knowledge to accomplish the 
rapid identification of best practices?  
N M4.2a3/3.2 How do you manage organizational knowledge to accomplish the 
rapid sharing of best practices?  
N M4.2a3/3.3 How do you manage organizational knowledge to accomplish the 
rapid implementation of best practices?  
   
M4.2a3/4 - the assembly and transfer of relevant knowledge for use in your 
innovation and strategic planning processes 
N M4.2a3/4.1 How do you manage organizational knowledge to accomplish the 
assembly of relevant knowledge for use in your innovation?  
N M4.2a3/4.2 How do you manage organizational knowledge to accomplish the 
assembly of relevant knowledge for use in your strategic planning 
processes?  
N M4.2a3/4.3 How do you manage organizational knowledge to accomplish the 
transfer of relevant knowledge for use in your innovation?  
N M4.2a3/4.4 How do you manage organizational knowledge to accomplish the 
transfer of relevant knowledge for use in your strategic planning 
processes?  
   
  b. Management of Information Resources and Technology 
  (1)   Hardware and Software Properties 
M4.2b1/1 How do you ensure that hardware and software are reliable, secure, 
and user-friendly? 
Y M4.2b1/1.1 How do you ensure that hardware (is) reliable? 
  G1.4W1 
Y M4.2b1/1.2 How do you ensure that software (is) reliable? 
  G1.4W1 
N M4.2b1/1.3 How do you ensure that hardware (is) secure? 
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N M4.2b1/1.4 How do you ensure that software (is) secure? 
N M4.2b1/1.5 How do you ensure that hardware (is) user-friendly? 
Y M4.2b1/1.6 How do you ensure that software (is) user-friendly? 
  G4.2bW4 
   
  (2)   Emergency Availability 
M4.2b2/1 In the event of an emergency, how do you ensure the continued 
availability of hardware and software systems and the continued 
availability of data and information to effectively serve customers 
and business needs? 
N M4.2b2/1.1 In the event of an emergency, how do you ensure the continued 
availability of hardware systems to effectively serve customers?  
N M4.2b2/1.2 In the event of an emergency, how do you ensure the continued 
availability of hardware systems to effectively serve business needs?  
N M4.2b2/1.3 In the event of an emergency, how do you ensure the continued 
availability of software systems to effectively serve customers?  
N M4.2b2/1.4 In the event of an emergency, how do you ensure the continued 
availability of software systems to effectively serve business needs?  
N M4.2b2/1.5 In the event of an emergency, how do you ensure the continued 
availability of data and information to effectively serve customers?  
N M4.2b2/1.6 In the event of an emergency, how do you ensure the continued 
availability of data and information to effectively serve business 
needs?  
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Category 5: Workforce Focus 
Category 5.1: Workforce Environment 
B5.1/1 How do you build an effective and supportive workforce 
environment? 
Y B5.1/1.1 How do you build an effective workforce environment? 
  T2 
Y B5.1/1.2 How do you build a supportive workforce environment? 
  T2 
   
O5.1/1 Describe how your organization manages workforce capability 
and capacity to accomplish the work of the organization. 
Y O5.1/1.1 Describe how your organization manages workforce capability to 
accomplish the work of the organization.  
  S2.1 
N O5.1/1.2 Describe how your organization manages workforce capacity to 
accomplish the work of the organization. 
   
O5.1/2 Describe how your organization maintains a safe, secure, and 
supportive work climate. 
Y O5.1/2.1 Describe how your organization maintains a safe work climate.  
  S2.2 
Y O5.1/2.2 Describe how your organization maintains a secure work climate.  
  S1.A 
Y O5.1/2.3 Describe how your organization maintains a supportive work 
climate. 
  S2.5 
   
  a.       Workforce Capability and Capacity 
  (1)   Capability and Capacity 
M5.1a1/1 How do you assess your workforce capability and capacity 
needs, including skills, competencies, and staffing levels? 
N M5.1a1/1.1 How do you assess your workforce capability needs, including 
skills, competencies, and staffing levels?  
Y M5.1a1/1.2 How do you assess your workforce capacity needs, including 
skills, competencies, and staffing levels?  
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  G2.1W2 
   
  (2)   New Workforce Members 
M5.1a2/1 How do you recruit, hire, place, and retain new members of your 
workforce? 
N M5.1a2/1.1 How do you recruit new members of your workforce?  
Y M5.1a2/1.2 How do you hire new members of your workforce?  
  G2.1W1, G2.1W3  
N M5.1a2/1.3 How do you place new members of your workforce?  
Y M5.1a2/1.4 How do you retain new members of your workforce? 
  G2.1aW4 
   
M5.1a2/2 How do you ensure that your workforce represents the diverse 
ideas, cultures, and thinking of your hiring and customer 
community? 
N M5.1a2/2.1 How do you ensure that your workforce represents the diverse 
ideas of your hiring community?  
N M5.1a2/2.2 How do you ensure that your workforce represents the diverse 
ideas of your customer community?  
N M5.1a2/2.3 How do you ensure that your workforce represents the diverse 
cultures of your hiring community?  
N M5.1a2/2.4 How do you ensure that your workforce represents the diverse 
cultures of your customer community?  
N M5.1a2/2.5 How do you ensure that your workforce represents the diverse 
thinking of your hiring community?  
N M5.1a2/2.6 How do you ensure that your workforce represents the diverse 
thinking of your customer community?  
   
  (3)   Work Accomplishment 
  How do you organize and manage your workforce to achieve the 
following? 
M5.1a3/1 - accomplish the work of your organization 
N M5.1a3/1.1 How do you organize your workforce to accomplish the work of 
your organization?  
Y M5.1a3/1.2 How do you manage your workforce to accomplish the work of 
your organization?  
  G2.1aW4 
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M5.1a3/2 - capitalize on the organization’s core competencies 
N M5.1a3/2.1 How do you organize your workforce to capitalize on the 
organization’s core competencies?  
N M5.1a3/2.2 How do you manage your workforce to capitalize on the 
organization’s core competencies?  
   
M5.1a3/3 - reinforce a customer and business focus 
N M5.1a3/3.1 How do you organize your workforce to reinforce a customer 
focus?  
N M5.1a3/3.2 How do you organize your workforce to reinforce a business 
focus?  
N M5.1a3/3.3 How do you manage your workforce to reinforce a customer 
focus?  
N M5.1a3/3.4 How do you manage your workforce to reinforce a business 
focus?  
   
M5.1a3/4 - exceed performance expectations 
N M5.1a3/4.1 How do you organize your workforce to exceed performance 
expectations?  
N M5.1a3/4.2 How do you manage your workforce to exceed performance 
expectations?  
   
M5.1a3/5 - address your strategic challenges and action plans 
N M5.1a3/5.1 How do you organize your workforce to address your strategic 
challenges?  
N M5.1a3/5.2 How do you organize your workforce to address your action 
plans?  
N M5.1a3/5.3 How do you manage your workforce to address your strategic 
challenges?  
N M5.1a3/5.4 How do you manage your workforce to address your action 
plans?  
   
  (4) Workforce Change Management 
M5.1a4/1 How do you prepare your workforce for changing capability and 
capacity needs? 
N M5.1a4/1.1 How do you prepare your workforce for changing capability 
needs?  
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N M5.1a4/1.2 How do you prepare your workforce for changing capacity 
needs?  
   
M5.1a4/2 How do you manage your workforce, its needs, and your needs to 
ensure continuity, prevent workforce reductions, and minimize 
the impact of workforce reductions, if they do become necessary? 
Y M5.1a4/2.1 How do you manage your workforce to ensure continuity? 
  G2.5W1 
N M5.1a4/2.2 How do you manage your workforce needs to ensure continuity? 
N M5.1a4/2.3 How do you manage your needs to ensure continuity? 
N M5.1a4/2.4 How do you manage your workforce to prevent workforce 
reductions?  
N M5.1a4/2.5 How do you manage your workforce needs to prevent workforce 
reductions?  
N M5.1a4/2.6 How do you manage your needs to prevent workforce 
reductions?  
N M5.1a4/2.7 How do you manage your workforce to minimize the impact of 
workforce reductions, if they do become necessary? 
N M5.1a4/2.8 How do you manage your workforce needs to minimize the 
impact of workforce reductions, if they do become necessary? 
N M5.1a4/2.9 How do you manage your needs to minimize the impact of 
workforce reductions, if they do become necessary? 
   
M5.1a4/3 How do you prepare for and manage periods of workforce 
growth? 
N M5.1a4/3.1 How do you prepare for periods of workforce growth?  
N M5.1a4/3.2 How do you manage periods of workforce growth? 
   
  b.      workforce Climate 
  (1)   Workplace Environment 
M5.1b1/1 How do you address workplace environmental factors, including 
accessibility, to ensure and improve workforce health, safety, and 
security? 
N M5.1b1/1.1 How do you address workplace environmental factors, including 
accessibility, to ensure workforce health?  
Y M5.1b1/1.2 How do you address workplace environmental factors, including 
accessibility, to ensure safety?  
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  G2.2W1, G2.2W2, G2.2W3 
Y M5.1b1/1.3 How do you address workplace environmental factors, including 
accessibility, to ensure security?  
  G2.2W1 
N M5.1b1/1.4 How do you address workplace environmental factors, including 
accessibility, to improve workforce health?  
Y M5.1b1/1.5 How do you address workplace environmental factors, including 
accessibility, to improve safety?  
  G2.2W1, G2.2W2, G2.2W3 
Y M5.1b1/1.6 How do you address workplace environmental factors, including 
accessibility, to improve security?  
  G2.2W1 
   
M5.1b1/2 What are your performance measures and improvement goals for 
each of these workforce needs? 
N M5.1b1/2.1 What are your performance measures for workforce health 
needs?  
N M5.1b1/2.2 What are your performance measures for workforce safety 
needs?  
N M5.1b1/2.3 What are your performance measures for workforce security 
needs? 
N M5.1b1/2.4 What are your improvement goals for workforce health needs? 
N M5.1b1/2.5 What are your improvement goals for workforce safety needs? 
N M5.1b1/2.6 What are your improvement goals for workforce security needs? 
   
M5.1b1/3 What are any significant differences in these factors and 
performance measures or targets for different workplace 
environments? 
N M5.1b1/3.1 What are any significant differences in these factors for different 
workplace environments?  
N M5.1b1/3.2 What are any significant differences in performance measures or 
targets for different workplace environments?  
   
  (2)   Workforce Policies and Benefits 
M5.1b2/1 How do you support your workforce via policies, services, and 
benefits? 
N M5.1b2/1.1 How do you support your workforce via policies?  
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N M5.1b2/1.2 How do you support your workforce via services?  
Y M5.1b2/1.3 How do you support your workforce via benefits?  
  G2.1aW6 
   
M5.1b2/2 How are these tailored to the needs of a diverse workforce and 
different workforce groups and segments? 
N M5.1b2/2.1 How are these tailored to the needs of a diverse workforce?  
N M5.1b2/2.2 How are these tailored to the needs of different workforce 
groups?  
N M5.1b2/2.3 How are these tailored to the needs of different workforce 
segments?  
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Category 5.2: Workforce Engagement 
B5.2/1 How do you engage your workforce to achieve organizational 
and personal success? 
Y B5.2/1.1 How do you engage your workforce to achieve organizational 
success? 
  T2 
N B5.2/1.2 How do you engage your workforce to achieve personal success? 
   
O5.2/1 Describe how your organization engages, compensates, and 
rewards your workforce to achieve high performance. 
Y O5.2/1.1 Describe how your organization engages your workforce to 
achieve high performance.  
  S2.5 
Y O5.2/1.2 Describe how your organization compensates your workforce to 
achieve high performance.  
  S2.1a 
N O5.2/1.3 Describe how your organization rewards your workforce to 
achieve high performance.  
   
O5.2/2 Describe how you assess workforce engagement and use the 
results to achieve higher performance. 
N O5.2/2.1 Describe how you assess workforce engagement.  
N O5.2/2.2 Describe how you use work force engagement assessed results to 
achieve higher performance.  
   
O5.2/3 Describe how members of your workforce, including leaders, are 
developed to achieve high performance. 
Y O5.2/3.1 Describe how members of your workforce, including leaders, are 
developed to achieve high performance.  
  S2.1b, S2.1c, S2.3 
   
  a. workforce Performance 
  (1)   Elements of Engagement 
M5.2a1/1 How do you determine the key elements that affect workforce 
engagement? 
N M5.2a1/1.1 How do you determine the key elements that affect workforce 
engagement?  
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M5.2a1/2 How do you determine the key elements that affect workforce 
satisfaction? 
N M5.2a1/2.1 How do you determine the key elements that affect workforce 
satisfaction? 
   
M5.2a1/3 How are these elements determined for different workforce 
groups and segments? 
N M5.2a1/3.1 How are these elements determined for different workforce 
groups and segments?  
   
  (2)   Organizational Culture 
M5.2a2/1 How do you foster an organizational culture that is 
characterized by open communication, high-performance work, 
and an engaged workforce? 
Y M5.2a2/1.1 How do you foster an organizational culture that is characterized 
by open communication?  
  G2.4M1, G2.4M2, G2.4M3, G2.4W4, G2.4W5, G2.4W6 
Y M5.2a2/1.2 How do you foster an organizational culture that is characterized 
by high-performance work? 
  G2.1aW5, 
Y M5.2a2/1.3 How do you foster an organizational culture that is characterized 
by an engaged workforce? 
  G2.1aW6, G2.1aW7, G2.1bW8, G2.1cW9, G2.1cW10, 
G2.1cW11 
   
M5.2a2/2 How do you ensure that your organizational culture benefits 
from the diverse ideas, cultures, and thinking of your workforce? 
N M5.2a2/2.1 How do you ensure that your organizational culture benefits 
from the diverse ideas of your workforce?  
N M5.2a2/2.2 How do you ensure that your organizational culture benefits 
from the diverse cultures of your workforce?  
N M5.2a2/2.3 How do you ensure that your organizational culture benefits 
from the diverse thinking of your workforce?  
   
  (3)   Performance Management 
  How does your workforce performance management system 
achieve the following? 
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M5.2a3/1 - support high-performance work and workforce engagement 
N M5.2a3/1.1 How does your workforce performance management system 
support high-performance work?  
N M5.2a3/1.2 How does your workforce performance management system 
support workforce engagement?  
   
M5.2a3/2 - consider workforce compensation, reward, recognition, and 
incentive practices 
Y M5.2a3/2.1 How does your workforce performance management system 
consider workforce compensation practices? 
  G2.1aW5 
Y M5.2a3/2.2 How does your workforce performance management system 
consider workforce reward practices?  
  G2.1aW6 
N M5.2a3/2.3 How does your workforce performance management system 
consider workforce recognition practices?  
Y M5.2a3/2.4 How does your workforce performance management system 
consider workforce incentive practices?  
  G2.1aW6 
   
M5.2a3/3 - reinforce a customer and business focus and achievement of 
your action plans 
N M5.2a3/3.1 How does your workforce performance management system 
reinforce a customer focus?  
N M5.2a3/3.2 How does your workforce performance management system 
reinforce a business focus?  
N M5.2a3/3.3 How does your workforce performance management system 
reinforce achievement of your action plans?  
   
  b. Assessment of Workforce Engagement 
  (1)   Assessment of Engagement 
M5.2b1/1 How do you assess workforce engagement? 
N M5.2b1/1.1 How do you assess workforce engagement? 
   
M5.2b1/2 What formal and informal assessment methods and measures do 
you use to determine workforce engagement and workforce 
satisfaction? 
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N M5.2b1/2.1 What formal and informal assessment methods and measures do 
you use to determine workforce engagement and workforce 
satisfaction?  
   
M5.2b1/3 How do these methods and measures differ across workforce 
groups and segments? 
N M5.2b1/3.1 How do these methods and measures differ across workforce 
groups and segments?  
   
M5.2b1/4 How do you use other indicators, such as workforce retention, 
absenteeism, grievances, safety, and productivity, to assess and 
improve workforce engagement? 
N M5.2b1/4.1 How do you use other indicators, such as workforce retention, 
absenteeism, grievances, safety, and productivity, to assess 
workforce engagement?  
N M5.2b1/4.2 How do you use other indicators, such as workforce retention, 
absenteeism, grievances, safety, and productivity, to improve 
workforce engagement?  
   
  (2)   Correlation with Business Results 
M5.2b2/1 How do you relate your workforce engagement assessment 
findings to key business results reported in category 7 to identify 
opportunities for improvement in both workforce engagement 
and business results? 
N M5.2b2/1.1 How do you relate your workforce engagement assessment 
findings to key business results reported in category 7 to identify 
opportunities for improvement in workforce engagement?  
N M5.2b2/1.2 How do you relate your workforce engagement assessment 
findings to key business results reported in category 7 to identify 
opportunities for improvement in business results?  
   
  c. Workforce and Leader Development 
  (1)   Learning and Development System 
  How does your learning and development system address the 
following factors for your workforce members and leaders? 
M5.2c1/1 - your organization’s core competencies, strategic challenges, 
and accomplishment of its action plans, both short-term and 
long-term 
N M5.2c1/1.1 How does your learning system address your organization’s core 
competencies for your workforce members? 
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N M5.2c1/1.2 How does your learning system address your organization’s core 
competencies for your leaders? 
N M5.2c1/1.3 How does your learning system address your organization’s 
strategic challenges for your workforce members? 
N M5.2c1/1.4 How does your learning system address your organization’s 
strategic challenges for your leaders? 
N M5.2c1/1.5 How does your learning system address your organization’s 
accomplishment of its short-term action plans for your workforce 
members? 
N M5.2c1/1.6 How does your learning system address your organization’s 
accomplishment of its short-term action plans for your leaders? 
N M5.2c1/1.7 How does your learning system address your organization’s 
accomplishment of its long-term action plans for your workforce 
members? 
N M5.2c1/1.8 How does your learning system address your organization’s 
accomplishment of its long-term action plans for your leaders? 
N M5.2c1/1.9 How does your development system address your organization’s 
core competencies for your workforce members? 
N M5.2c1/1.10 How does your development system address your organization’s 
core competencies for your leaders? 
N M5.2c1/1.11 How does your development system address your organization’s 
strategic challenges for your workforce members? 
N M5.2c1/1.12 How does your development system address your organization’s 
strategic challenges for your leaders? 
N M5.2c1/1.13 How does your development system address your organization’s 
accomplishment of its short-term action plans for your workforce 
members? 
N M5.2c1/1.14 How does your development system address your organization’s 
accomplishment of its short-term action plans for your leaders? 
N M5.2c1/1.15 How does your development system address your organization’s 
accomplishment of its long-term action plans for your workforce 
members? 
N M5.2c1/1.16 How does your development system address your organization’s 
accomplishment of its long-term action plans for your leaders? 
   
M5.2c1/2 - organizational performance improvement and innovation 
N M5.2c1/2.1 How does your learning system address organizational 
performance improvement for your workforce members? 
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N M5.2c1/2.2 How does your learning system address organizational 
performance improvement for your leaders? 
N M5.2c1/2.3 How does your learning system address organizational 
innovation for your leaders? 
N M5.2c1/2.4 How does your learning system address organizational 
innovation for your workforce members? 
N M5.2c1/2.5 How does your development system address organizational 
performance improvement for your leaders? 
N M5.2c1/2.6 How does your development system address organizational 
performance improvement for your workforce members? 
N M5.2c1/2.7 How does your development system address organizational 
innovation for your workforce members? 
N M5.2c1/2.8 How does your development system address organizational 
innovation for your leaders? 
   
M5.2c1/3 - ethics and ethical business practices 
N M5.2c1/3.1 How does your learning system address ethics for your 
workforce members? 
N M5.2c1/3.2 How does your learning system address ethics for your leaders? 
N M5.2c1/3.3 How does your learning system address ethical business 
practices for your leaders? 
N M5.2c1/3.4 How does your learning system address ethical business 
practices for your workforce members? 
N M5.2c1/3.5 How does your development system address ethics for your 
workforce members? 
N M5.2c1/3.6 How does your development system address ethics for your 
leaders? 
N M5.2c1/3.7 How does your development system address ethical business 
practices for your workforce members? 
N M5.2c1/3.8 How does your development system address ethical business 
practices for your leaders? 
   
M5.2c1/4 - customer focus 
N M5.2c1/4.1 How does your learning system address customer focus for your 
workforce members? 
N M5.2c1/4.2 How does your learning system address customer focus for your 
leaders? 
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N M5.2c1/4.3 How does your development system address customer focus for 
your workforce members? 
N M5.2c1/4.4 How does your development system address customer focus for 
your leaders? 
   
M5.2c1/5 - their learning and development needs, including those that are 
self-identified and those identified by supervisors, managers, and 
senior leaders 
Y M5.2c1/5.1 How does your learning system address their learning needs, 
including those that are self-identified and those identified by 
supervisors, managers, and senior leaders for your workforce 
members? 
  G2.3W3 
N M5.2c1/5.2 How does your learning system address their development needs, 
including those that are self-identified and those identified by 
supervisors, managers, and senior leaders for your leaders? 
N M5.2c1/5.3 How does your development system address their learning needs, 
including those that are self-identified and those identified by 
supervisors, managers, and senior leaders for your workforce 
members? 
N M5.2c1/5.4 How does your development system address their development 
needs, including those that are self-identified and those identified 
by supervisors, managers, and senior leaders for your leaders? 
   
M5.2c1/6 - the transfer of knowledge from departing or retiring workforce 
members 
N M5.2c1/6.1 How does your learning system address the transfer of 
knowledge from departing or retiring workforce members for 
your workforce members? 
N M5.2c1/6.2 How does your learning system address the transfer of 
knowledge from departing or retiring workforce members for 
your leaders? 
N M5.2c1/6.3 How does your learning system address the transfer of 
knowledge from departing or retiring workforce members for 
your workforce members? 
N M5.2c1/6.4 How does your learning system address the transfer of 
knowledge from departing or retiring workforce members for 
your leaders? 
   
M5.2c1/7 - the reinforcement of new knowledge and skills on the job 
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N M5.2c1/7.1 How does your learning system address the reinforcement of 
new knowledge on the job for your workforce members? 
N M5.2c1/7.2 How does your learning system address the reinforcement of 
new knowledge on the job for your leaders? 
N M5.2c1/7.3 How does your learning system address the reinforcement of 
new skills on the job for your workforce members? 
N M5.2c1/7.4 How does your learning system address the reinforcement of 
new skills on the job for your leaders? 
N M5.2c1/7.5 How does your development system address the reinforcement of 
new knowledge on the job for your workforce members? 
N M5.2c1/7.6 How does your development system address the reinforcement of 
new knowledge on the job for your leaders? 
N M5.2c1/7.7 How does your development system address the reinforcement of 
new skills on the job for your workforce members? 
N M5.2c1/7.8 How does your development system address the reinforcement of 
new skills on the job for your leaders? 
   
  (2)   Learning and Development Effectiveness 
M5.2c2/1 How do you evaluate the effectiveness and efficiency of your 
learning and development system? 
N M5.2c2/1.1 How do you evaluate the effectiveness and efficiency of your 
learning and development system? 
   
  (3)   Career Progression 
M5.2c3/1 How do you manage effective career progression for your entire 
workforce? 
Y M5.2c3/1.1 How do you manage effective career progression for your entire 
workforce? 
  G2.1bW8 
   
M5.2c3/2 How do you accomplish effective succession planning for 
management and leadership positions? 
N M5.2c3/2.1 How do you accomplish effective succession planning for 
management and leadership positions?  
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Category 6: Operational Focus 
Category 6.1: Work Systems 
B6.1/1 How do you design, manage, and improve your work systems? 
N B6.1/1.1 How do you design your work systems?  
Y B6.1/1.2 How do you manage your work systems?  
  T1 
Y B6.1/1.3 How do you improve your work systems?  
  T1 
   
O6.1/1 Describe how your organization designs, manages, and improves its 
work systems to deliver customer value, prepare for potential 
emergencies, and achieve organizational success and sustainability. 
Y O6.1/1.1 Describe how your organization designs work systems to deliver 
customer value. 
  S4.1b, S4.2b, S5.1 
Y O6.1/1.2 Describe how your organization designs work systems to prepare 
for potential emergencies.  
  S1.3 
N O6.1/1.3 Describe how your organization designs work systems to achieve 
organizational success.  
N O6.1/1.4 Describe how your organization designs work systems to achieve 
organizational sustainability.  
Y O6.1/1.5 Describe how your organization manages work systems to deliver 
customer value.  
  S4.2a 
Y O6.1/1.6 Describe how your organization manages work systems to prepare 
for potential emergencies.  
  S1.3b 
Y O6.1/1.7 Describe how your organization manages work systems to achieve 
organizational success.  
  S1.1a, S1.1b 
Y O6.1/1.8 Describe how your organization manages work systems to achieve 
organizational sustainability.  
  S1.2 
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Y O6.1/1.9 Describe how your organization improves work systems to deliver 
customer value.  
  S4.2, S5.3b 
Y O6.1/1.10 Describe how your organization improves work systems to prepare 
for potential emergencies.  
  S1.A 
Y O6.1/1.11 Describe how your organization improves work systems to achieve 
organizational success.  
  S1.4 
Y O6.1/1.12 Describe how your organization improves work systems to achieve 
organizational sustainability.  
  S1.A 
    
  a. Work System Design 
  (1)   Design Concepts 
M6.1a1/1 How do you design and innovate your overall work systems? 
N M6.1a1/1.1 How do you design your overall work systems?  
Y M6.1a1/1.2 How do you innovate your overall work systems?  
  G1.4W2, G1.4W2 
   
M6.1a1/2 How do you capitalize on your core competencies? 
N M6.1a1/2.1 How do you capitalize on your core competencies?  
   
M6.1a1/3 How do you decide which processes within your overall work 
systems will be internal to your organization (your key work 
processes) and which will use external resources? 
N M6.1a1/3.1 How do you decide which processes within your overall work 
systems will be internal to your organization (your key work 
processes)?  
N M6.1a1/3.2 How do you decide which processes within your overall work 
systems will use external resources (your key work processes)? 
   
  (2)   Work System Requirements 
M6.1a2/1 How do you determine key work system requirements, 
incorporating input from customers, suppliers, partners, and 
collaborators, as appropriate? 
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N M6.1a2/1.1 How do you determine key work system requirements, 
incorporating input from customers? 
N M6.1a2/1.2 How do you determine key work system requirements, 
incorporating input from suppliers? 
N M6.1a2/1.3 How do you determine key work system requirements, 
incorporating input from partners? 
N M6.1a2/1.4 How do you determine key work system requirements, 
incorporating input from collaborators? 
   
M6.1a2/2 What are the key requirements for these work systems? 
N M6.1a2/2.1 What are the key requirements for these work systems?  
   
  b. Work System Management 
  (1)   Work system Implementation 
M6.1b1/1 What are your organization’s work systems? 
N M6.1b1/1.1 What are your organization’s work systems?  
   
M6.1b1/2 How do you manage and improve your work systems to deliver 
customer value and achieve organizational success and 
sustainability? 
N M6.1b1/2.1 How do you manage your work systems to deliver customer value? 
N M6.1b1/2.2 How do you improve your work systems to deliver customer value? 
N M6.1b1/2.3 How do you manage your work systems to achieve organizational 
success? 
N M6.1b1/2.4 How do you improve your work systems to achieve organizational 
success? 
Y M6.1b1/2.5 How do you manage your work systems to achieve organizational 
sustainability? 
  G1.1W4 
N M6.1b1/2.6 How do you improve your work systems to achieve organizational 
sustainability? 
   
  (2)   Cost Control 
M6.1b2/1 How do you control the overall costs of your work systems? 
N M6.1b2/1.1 How do you control the overall costs of your work systems?  
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M6.1b2/2 How do you prevent defects, service errors, and rework and 
minimize warranty costs or customers’ productivity losses, as 
appropriate? 
N M6.1b2/2.1 How do you prevent defects?  
N M6.1b2/2.2 How do you prevent service errors?  
A M6.1b2/2.3 How do you prevent rework?  
N M6.1b2/2.4 How do you minimize warranty costs or customers’ productivity 
losses?  
   
M6.1b2/3 How do you minimize the costs of inspections, tests, and process or 
performance audits, as appropriate? 
N M6.1b2/3.1 How do you minimize the costs of inspections?  
N M6.1b2/3.2 How do you minimize the costs of tests?  
N M6.1b2/3.3 How do you minimize the costs of process or performance audits?  
   
  c. Emergency Readiness 
M6.1c1/1 How do you ensure work system and workplace preparedness for 
disasters or emergencies? 
Y M6.1c1/1.1 How do you ensure work system preparedness for disasters or 
emergencies?  
  G1.3W4 
Y M6.1c1/1.2 How do you ensure workplace preparedness for disasters or 
emergencies? 
  G1.3W3, G1.3W5 
   
M6.1c1/2 How does your disaster and emergency preparedness system 
consider prevention, management, continuity of operations, and 
recovery? 
N M6.1c1/2.1 How does your disaster system consider prevention?  
Y M6.1c1/2.2 How does your disaster system consider management?  
  G1.3H1 
Y M6.1c1/2.3 How does your disaster system consider continuity of operations?  
  G1.3W2 
N M6.1c1/2.4 How does your disaster preparedness system consider recovery?  
Y M6.1c1/2.5 How does your emergency preparedness system consider 
prevention?  
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  G1.3W6 
N M6.1c1/2.6 How does your emergency preparedness system consider 
management?  
N M6.1c1/2.7 How does your emergency preparedness system consider continuity 
of operations?  
N M6.1c1/2.8 How does your emergency preparedness system consider recovery?  
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Category 6.2: Work Processes 
B6.2/1 How do you design, manage, and improve your key work 
processes? 
N B6.2/1.1 How do you design your key work processes?  
Y B6.2/1.2 How do you manage your key work processes? 
  T1 
Y B6.2/1.3 How do you improve your key work processes? 
  T1 
   
O6.2/1 Describe how your organization designs, manages, and improves its 
key work processes to deliver customer value and achieve 
organizational success and sustainability. 
N O6.2/1.1 Describe how your organization designs its key work processes to 
deliver customer value. 
N O6.2/1.2 Describe how your organization designs its key work processes to 
achieve organizational success.  
N O6.2/1.3 Describe how your organization designs its key work processes to 
achieve sustainability.  
Y O6.2/1.4 Describe how your organization manages its key work processes to 
deliver customer value. 
  S4.2a 
N O6.2/1.5 Describe how your organization manages its key work processes to 
achieve organizational success.  
Y O6.2/1.6 Describe how your organization manages its key work processes to 
achieve sustainability.  
  S1.2 
Y O6.2/1.7 Describe how your organization improves its key work processes to 
deliver customer value. 
  S1.2a 
Y O6.2/1.8 Describe how your organization improves its key work processes to 
achieve organizational success.  
  S1.1b 
Y O6.2/1.9 Describe how your organization improves its key work processes to 
achieve sustainability.  
  S1.4 
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  a. Work Process Design 
  (1)   Design Concepts 
M6.2a1/1 How do you design and innovate your work processes to meet all 
the key requirements? 
N M6.2a1/1.1 How do you design your work processes to meet all the key 
requirements?   
N M6.2a1/1.2 How do you innovate your work processes to meet all the key 
requirements?   
   
M6.2a1/2 How do you incorporate new technology, organizational 
knowledge, product excellence, and the potential need for agility 
into these processes? 
N M6.2a1/2.1 How do you incorporate new technology into these processes?   
N M6.2a1/2.2 How do you incorporate organizational knowledge into these 
processes?   
N M6.2a1/2.3 How do you incorporate product excellence into these processes?   
N M6.2a1/2.4 How do you incorporate the potential need for agility into these 
processes?   
   
M6.2a1/3 How do you incorporate cycle time, productivity, cost control, and 
other efficiency and effectiveness factors into these processes? 
N M6.2a1/3.1 How do you incorporate cycle time into these processes?  
N M6.2a1/3.2 How do you incorporate productivity into these processes?  
N M6.2a1/3.3 How do you incorporate cost control into these processes?  
N M6.2a1/3.4 How do you incorporate other efficiency and effectiveness factors 
into these processes?  
   
  (2)   Work process Requirements 
M6.2a2/1 How do you determine key work process requirements? 
N M6.2a2/1.1 How do you determine key work process requirements?  
   
M6.2a2/2 What are your organization’s key work processes? 
N M6.2a2/2.1 What are your organization’s key work processes?  
   
M6.2a3/2 What are the key requirements for these work processes? 
N M6.2a2/3.1 What are the key requirements for these work processes? 
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  b. work Process Management 
  (1)   Key Work Process Implementation 
M6.2b1/1 How do your key work processes relate to your work systems? 
N M6.2b1/1.1 How do your key work processes relate to your work systems?  
   
M6.2b1/2 How does your day-to-day operation of these processes ensure that 
they meet key process requirements? 
N M6.2b1/2.1 How does your day-to-day operation of these processes ensure that 
they meet key process requirements? 
   
M6.2b1/3 What are your key performance measures or indicators and in-
process measures for the control and improvement of your work 
processes? 
N M6.2b1/3.1 What are your key performance measures or indicators for the 
control of your work processes?  
N M6.2b1/3.2 What are your key performance measures or indicators for the 
control of your work processes?  
N M6.2b1/3.3 What are your key in-process measures for the improvement of your 
work processes?  
N M6.2b1/3.4 What are your key in-process measures for the improvement of your 
work processes?  
   
  (2)   Supply-Chain Management 
M6.2b2/1 How do you manage your supply chain? 
N M6.2b2/1.1 How do you manage your supply chain?  
   
M6.2b2/2 How do you ensure that suppliers you select are qualified and 
positioned to enhance your performance and customer satisfaction? 
N M6.2b2/2.1 How do you ensure that suppliers you select are qualified?  
N M6.2b2/2.2 How do you ensure that suppliers you select are positioned to 
enhance your performance?  
N M6.2b2/2.3 How do you ensure that suppliers you select are positioned to 
enhance your customer satisfaction?  
   
M6.2b2/3 How do you evaluate supplier performance? 
N M6.2b2/3.1 How do you evaluate supplier performance? 
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M6.2b2/4 How do you deal with poorly performing suppliers? 
N M6.2b2/4.1 How do you deal with poorly performing suppliers?  
   
  (3)   Process Improvement 
M6.2b3/1 How do you improve your work processes to achieve better 
performance, reduce variability, and improve products? 
N M6.2b3/1.1 How do you improve your work processes to achieve better 
performance?  
N M6.2b3/1.2 How do you improve your work processes to reduce variability?  
N M6.2b3/1.3 How do you improve your work processes to improve products?  
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Appendix B: Criteria Category 7 Breakdown 
 
Category 7: Results 
Category 7.1: Product and Process Outcomes 
B7.1/1 What are your product performance and process effectiveness 
results? 
 B7.1/1.1 What are your product performance results?  
 B7.1/1.2 What are your process effectiveness results?  
   
O7.1/1 Summarize your organization’s key product performance and 
process effectiveness and efficiency results. Include processes that 
directly serve customers, strategy, and operations. Segment your 
results by product offerings, by customer groups and market 
segments, and by process types and locations, as appropriate. 
Include appropriate comparative data. 
 O7.1/1.1 Summarize your organization’s key product performance results. 
 O7.1/1.2 Summarize your organization’s key process effectiveness results.  
 O7.1/1.3 Summarize your organization’s key process efficiency results. 
   
  a. Customer-Focused Product and Process Results 
M7.1a1/1 What are your current levels and trends in key measures or 
indicators of product and process performance that are important 
to and directly serve your customers? 
 M7.1a1/1.1 What are your current levels in key measures or indicators of 
product that are important to and directly serve your customers?  
 M7.1a1/1.2 What are your current levels in key measures or indicators of 
process performance that are important to and directly serve your 
customers?  
 M7.1a1/1.3 What are your current trends in key measures or indicators of 
product that are important to and directly serve your customers?  
 M7.1a1/1.4 What are your current trends in key measures or indicators of 
process performance that are important to and directly serve your 
customers?  
   
M7.1a1/2 How do these results compare with the performance of your 
competitors and other organizations with similar offerings? 
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 M7.1a1/2.1 How do these results compare with the performance of your 
competitors?  
 M7.1a1/2.2 How do these results compare with the performance of other 
organizations with similar offerings?  
   
  b. Operational Process Effectiveness Results 
  (1)   Operational effectiveness 
M7.1b1/1 What are your current levels and trends in key measures or 
indicators of the operational performance of your key work 
systems and processes, including productivity, cycle time, and 
other appropriate measures of process effectiveness, efficiency, 
and innovation? 
 M7.1b1/1.1 What are your current levels in key measures or indicators of the 
operational performance of your key work systems?  
 M7.1b1/1.2 What are your current levels in key measures or indicators of the 
operational performance of your key processes?  
 M7.1b1/1.3 What are your current trends in key measures or indicators of the 
operational performance of your key work systems?  
 M7.1b1/1.4 What are your current trends in key measures or indicators of the 
operational performance of your key processes?  
   
  (2) Emergency Preparedness 
M7.1b2/1 What are your current levels and trends in key measures or 
indicators of the effectiveness of your work system and workplace 
preparedness for disasters or emergencies? 
 M7.1b2/1.1 What are your current levels in key measures or indicators of the 
effectiveness of your work system and workplace preparedness for 
disasters or emergencies?  
 M7.1b2/1.2 What are your current trends in key measures or indicators of the 
effectiveness of your work system and workplace preparedness for 
disasters or emergencies?  
   
  c. Strategy Implementation Results 
M7.1c1/1 What are your results for key measures or indicators of the 
accomplishment of your organizational strategy and action plans, 
including building and strengthening core competencies? 
 M7.1c1/1.1 What are your results for key measures or indicators of the 
accomplishment of your organizational strategy?  
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 M7.1c1/1.2 What are your results for key measures or indicators of the 
accomplishment of your organizational action plans? 
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Category 7.2: Customer-Focused Outcomes 
B7.2/1 What are your customer-focused performance results? 
 B7.2/1.1 What are your customer-focused performance results? 
   
O7.2/1 Summarize your organization’s key customer-focused results for 
customer satisfaction, dissatisfaction, and engagement. Segment 
your results by product offerings, customer groups, and market 
segments, as appropriate. Include appropriate comparative data. 
 O7.2/1.1 Summarize your organization’s key customer-focused results for 
customer satisfaction. 
 O7.2/1.2 Summarize your organization’s key customer-focused results for 
customer dissatisfaction. 
 O7.2/1.3 Summarize your organization’s key customer-focused results for 
customer engagement. 
   
  a. Customer-Focused Results 
  (1)   Customer Satisfaction 
M7.2a1/1 What are your current levels and trends in key measures or 
indicators of customer satisfaction and dissatisfaction? 
 M7.2a1/1.1 What are your current levels in key measures or indicators of 
customer satisfaction?  
 M7.2a1/1.2 What are your current levels in key measures or indicators of 
customer dissatisfaction?  
 M7.2a1/1.3 What are your current trends in key measures or indicators of 
customer satisfaction?  
 M7.2a1/1.4 What are your current trends in key measures or indicators of 
customer dissatisfaction?  
   
M7.2a1/2 How do these results compare with the customer satisfaction levels 
of your competitors and other organizations providing similar 
products? 
 M7.2a1/2.1 How do these results compare with the customer satisfaction levels 
of your competitors?  
 M7.2a1/2.2 How do these results compare with the customer satisfaction levels 
of other organizations providing similar products?  
   
  (2)   Customer Engagement 
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M7.2a2/1 What are your current levels and trends in key measures or 
indicators of customer engagement, including relationship 
building? 
 M7.2a2/1.1 What are your current levels in key measures or indicators of 
customer engagement?  
 M7.2a2/1.2 What are your current levels in key measures or indicators of 
customer engagement?  
   
M7.2a2/2 How do these results compare over the course of your customer 
life cycle, as appropriate? 
 M7.2a2/2.1 How do these results compare over the course of your customer 
life cycle? 
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Category 7.3: Workforce-Focused Outcomes 
B7.3/1 What are your workforce-focused performance results? 
 B7.3/1.1 What are your workforce-focused performance results?  
   
O7.3/1 Summarize your organization’s key workforce-focused results for 
your workforce environment and for workforce engagement. 
Segment your results to address the diversity of your workforce 
and to address your Workforce groups and segments, as 
appropriate. Include appropriate comparative data. 
 O7.3/1.1 Summarize your organization’s key workforce-focused results for 
your workforce environment.  
 O7.3/1.2 Summarize your organization’s key workforce-focused results for 
workforce engagement. 
   
  a. Workforce Results 
  (1)   Workforce Capability and Capacity 
M7.3a1/1 What are your current levels and trends in key measures of 
workforce capability and capacity, including staffing levels and 
appropriate skills? 
 M7.3a1/1.1 What are your current levels in key measures of workforce 
capability?  
 M7.3a1/1.2 What are your current levels in key measures of workforce 
capacity?  
 M7.3a1/1.3 What are your current trends in key measures of workforce 
capability?  
 M7.3a1/1.4 What are your current trends in key measures of workforce 
capacity?  
   
  (2)   Workforce Climate 
M7.3a2/1 What are your current levels and trends in key measures or 
indicators of your workforce climate, including workforce health, 
safety, and security and workforce services and benefits, as 
appropriate? 
 M7.3a2/1.1 What are your current levels in key measures or indicators of your 
workforce climate?  
 M7.3a2/1.2 What are your current trends in key measures or indicators of your 
workforce climate?  
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  (3)   Workforce Engagement 
M7.3a3/1 What are your current levels and trends in key measures or 
indicators of workforce engagement and workforce satisfaction? 
 M7.3a3/1.1 What are your current levels in key measures or indicators of 
workforce engagement?  
 M7.3a3/1.2 What are your current levels in key measures or indicators of 
workforce satisfaction?  
 M7.3a3/1.3 What are your current trends in key measures or indicators of 
workforce engagement?  
 M7.3a3/1.4 What are your current trends in key measures or indicators of 
workforce satisfaction?  
   
  (4)   Workforce Development 
M7.3a4/1 What are your current levels and trends in key measures or 
indicators of workforce and leader development? 
 M7.3a4/1.1 What are your current levels in key measures or indicators of 
workforce development?  
 M7.3a4/1.2 What are your current levels in key measures or indicators of 
leader development?  
 M7.3a4/1.3 What are your current trends in key measures or indicators of 
workforce development?  
 M7.3a4/1.4 What are your current trends in key measures or indicators of 
leader development?  
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Category 7.4: Leadership and Governance Outcomes 
B7.4/1 What are your senior leadership and governance results? 
 B7.4/1.1 What are your senior leadership results?  
 B7.4/1.2 What are your senior governance results?  
   
O7.4/1 Summarize your organization’s key senior leadership and 
governance results, including those for fiscal accountability, legal 
compliance, ethical behavior, societal responsibility, and support 
of key communities. Segment your results by organizational units, 
as appropriate. Include appropriate comparative data. 
 O7.4/1.1 Summarize your organization’s key senior leadership results. 
 O7.4/1.2 Summarize your organization’s key senior governance results. 
   
  a. Leadership, Governance, and Societal Responsibility Results 
  (1)   Leadership 
M7.4a1/1 What are your results for key measures or indicators of senior 
leaders’ communication and engagement with the workforce to 
deploy vision and values, encourage two-way communication, and 
create a focus on action? 
 M7.4a1/1.1 What are your results for key measures or indicators of senior 
leaders’ communication with the workforce to deploy vision? 
 M7.4a1/1.2 What are your results for key measures or indicators of senior 
leaders’ communication with the workforce to deploy values? 
 M7.4a1/1.3 What are your results for key measures or indicators of senior 
leaders’ communication with the workforce to encourage two-way 
communication? 
 M7.4a1/1.4 What are your results for key measures or indicators of senior 
leaders’ communication with the workforce to create a focus on 
action? 
 M7.4a1/1.5 What are your results for key measures or indicators of senior 
leaders’ engagement with the workforce to deploy vision? 
 M7.4a1/1.6 What are your results for key measures or indicators of senior 
leaders’ engagement with the workforce to deploy values? 
 M7.4a1/1.7 What are your results for key measures or indicators of senior 
leaders’ engagement with the workforce to encourage two-way 
communication? 
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 M7.4a1/1.8 What are your results for key measures or indicators of senior 
leaders’ engagement with the workforce to create a focus on 
action? 
    
  (2)   Governance 
M7.4a2/1 What are your key current findings and trends in key measures or 
indicators of governance and fiscal accountability, internal and 
external, as appropriate? 
 M7.4a2/1.1 What are your key current findings in key measures or indicators 
of governance and fiscal accountability, internal?  
 M7.4a2/1.2 What are your key current findings in key measures or indicators 
of governance and fiscal accountability, internal?  
 M7.4a2/1.3 What are your key current findings in key measures or indicators 
of governance and fiscal accountability, external?  
 M7.4a2/1.4 What are your key current findings in key measures or indicators 
of governance and fiscal accountability, external?  
 M7.4a2/1.5 What are your key current trends in key measures or indicators of 
governance and fiscal accountability, internal?  
 M7.4a2/1.6 What are your key current trends in key measures or indicators of 
governance and fiscal accountability, internal?  
 M7.4a2/1.7 What are your key current trends in key measures or indicators of 
governance and fiscal accountability, external?  
 M7.4a2/1.8 What are your key current trends in key measures or indicators of 
governance and fiscal accountability, external? 
   
  (3)   Law and Regulation 
M7.4a3/1 What are your results for key measures or indicators of achieving 
and surpassing regulatory and legal requirements? 
 M7.4a3/1.1 What are your results for key measures or indicators of achieving 
regulatory requirements?  
 M7.4a3/1.2 What are your results for key measures or indicators of achieving 
legal requirements?  
 M7.4a3/1.3 What are your results for key measures or indicators of surpassing 
regulatory requirements?  
 M7.4a3/1.4 What are your results for key measures or indicators of surpassing 
legal requirements?  
   
  (4)   Ethics 
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M7.4a4/1 What are your results for key measures or indicators of ethical 
behavior and of stakeholder trust in your organization’s senior 
leaders and governance? 
 M7.4a4/1.1 What are your results for key measures or indicators of ethical 
behavior in your organization’s senior leaders?  
 M7.4a4/1.2 What are your results for key measures or indicators of ethical 
behavior in your organization’s governance?  
 M7.4a4/1.3 What are your results for key measures or indicators of stakeholder 
trust in your organization’s senior leaders?  
 M7.4a4/1.4 What are your results for key measures or indicators of stakeholder 
trust in your organization’s governance?  
   
M7.4a4/2 What are your results for key measures or indicators of breaches 
of ethical behavior? 
 M7.4a4/2.1 What are your results for key measures or indicators of breaches of 
ethical behavior? 
   
  (5)   Society 
M7.4a5/1 What are your results for key measures or indicators of your 
organization’s fulfillment of its societal responsibilities and your 
organization’s support of its key communities? 
 M7.4a5/1.1 What are your results for key measures or indicators of your 
organization’s fulfillment of its societal responsibilities?  
 M7.4a5/1.2 What are your results for key measures or indicators of your 
organization’s support of its key communities?  
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Category 7.5: Financial and Market Outcomes 
B7.5/1 What are your financial and marketplace performance results? 
 B7.5/1.1 What are your financial performance results?  
 B7.5/1.2 What are your marketplace performance results? 
   
O7.5/1 Summarize your organization’s key financial and marketplace 
performance results by market segments or customer groups, as 
appropriate. Include appropriate comparative data. 
 O7.5/1.1 Summarize your organization’s key financial results by market 
segments or customer groups.  
 O7.5/1.2 Summarize your organization’s key marketplace performance 
results by market segments or customer groups. 
   
  a. Financial and Market Results 
  (1)   Financial Performance 
M7.5a1/1 What are your current levels and trends in key measures or 
indicators of financial performance, including aggregate measures 
of financial return, financial viability, or budgetary performance, 
as appropriate? 
 M7.5a1/1.1 What are your current levels in key measures or indicators of 
financial performance? 
 M7.5a1/1.2 What are your current trends in key measures or indicators of 
financial performance? 
   
  (2)   Marketplace Performance 
M7.5a1/1 What are your current levels and trends in key measures or 
indicators of marketplace performance, including market share or 
position, market and market share growth, and new markets 
entered, as appropriate? 
 M7.5a1/1.1 What are your current levels in key measures or indicators of 
marketplace performance?  
 M7.5a1/1.2 What are your current trends in key measures or indicators of 
marketplace performance?  
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Appendix C: Stategic Plan Results 
 
Theme 1: Operational Excellence 
Y T1 To optimize the lifespan, reliability, and efficiency of the case 
example organization’s operating equipment and systems 
  B6.1/1.2, B6.1/1.3, B6.2/1.2, B6.2/1.3 
   
Y S1.1 Develop an asset management strategy to improve reliability by 
systematically assessing, maintaining, upgrading and replacing 
infrastructure. 
  O2.1/1.1, O4.1/1.4, O4.1/1.8 
Y S1.1a Better information/data enables efficient resource utilization. 
  O4.1/1.4, O4.1/1.8, O6.1/1.7 
Y S1.1b Prioritization of reliability issues facilitates efficiency improvements. 
  O4.1/1.4, O4.1/1.8, O6.1/1.7, O6.2/1.8 
   
Y G1.1W1 As the Asset Management Plan is used for budgeting purposes, greater 
care should be exercised to maintain data files and update those files 
throughout the year. Formal update of the Plan will be completed by 
January 31 of each year. Quarterly reviews will be built into W/WW 
staff meetings in April, July and October to adjust projects and 
improve reliability of the Plan.   
  M1.1b2/2.1 
Y G1.1W2 All changes will be coordinated through and managed by the 
managerial assistant.  This coordination will insure that the integrity 
of the plan format and content is maintained. Too many versions and 
formats of the Plan will lead to planning chaos. 
  M4.2a1/1.1 
Y G1.1W3 Teams consisting of Operations, Maintenance and Engineering 
personnel will continue to provide the necessary information (technical 
and photos) as available (and at least quarterly). 
  M4.2a1/2.2 
Y G1.1W4 Better prioritization of system asset repair or replacement is needed 
(particularly for pipeline systems). Engineering will coordinate with 
Crews to improve the GIS database for the existing system.  This 
information can be used for better historical record keeping and to 
better prioritize projects and anticipate system needs. Also, the new 
MapGuide source will link information better. 
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  M6.1b1/2.5 
Y G1.1W5 The CMMS and Asset Management Plan will drive the 5-year capital 
plan and annual budget.  
  M2.1a1/1.1, M2.1a2/3.1, M2.2a1/1.1 
Y G1.1W6 Asset Management should be a larger part of the budgeting process.  It 
will be featured in the schedule of events for budget preparation. 
  M2.1a1/2.1 
Y G1.1W7 Asset Management can be enhanced by completed project review to 
verify cost estimates and equipment life included in the Plan are 
accurate and appropriate. 
  M2.2a5/1.2 
   
Y S1.2 Maintain a sustainable and reliable system infrastructure. 
  O6.1/1.8, O6.2/1.6 
Y S1.2a Measure and record reliability indices. 
  O4.1/1.1, O4.1/1.5, O6.2/1.7 
Y S1.2b Measure and record capacity availability and efficiency. 
  O4.1/1.1, O4.1/1.5 
   
Y G1.2W1 Benchmarking – Improve our tracking on general benchmarking 
parameters. This shall include overflows, line breaks, unaccounted for 
water %, overtime man-hours, and other data. Benchmarking results 
will be reviewed for appropriateness twice per year.  
  M4.1a1/1.1, M4.1a2/1.2, M4.1b1/1.1 
Y G1.2W2 Utilize GIS to recall information for analysis and reporting in the 
future. 
  M4.1a1/1.2, M4.1b1/1.1 
   
Y S1.3 Develop preparedness plans that secure the case example organization 
infrastructure and ensure a rapid response to natural or man-made 
emergencies or disasters. 
  O6.1/1.2 
Y S1.3a Create an environment that fully protects all the case example 
organization's assets and personnel. 
  O5.1/2.2, O6.1/1.10, O6.1/1.12 
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Y S1.3b Ensure the readiness of the case example organization to respond 
during and after an emergency or large-scale disaster and the ability 
to expeditiously restore critical utility services. 
  O6.1/1.6 
   
Y G1.3H1 Craig noted that a committee is currently working on a disaster 
management plan. 
  M6.1c1/2.2 
Y G1.3W2 Conduct initial comprehensive review of infrastructure and re-evaluate 
system vulnerabilities to natural and man-made emergencies (utilizing 
project teams as are currently used for Asset Management).  
  M6.1c1/2.3 
Y G1.3W3 Conduct regular quarterly drill on disaster preparedness. 
  M6.1c1/1.2 
Y G1.3W4 Evaluate personnel’s needs to mentally deal with emergency response 
situations and address those needs with Division supervisors and 
foreman. 
  M6.1c1/1.1 
Y G1.3W5 Conduct regular quarterly drills on disaster preparedness.  
  M6.1c1/1.2 
Y G1.3W6 We currently have good camera systems in place at the wastewater 
plant, but we must upgrade the Water plant system and be sure that all 
systems are being properly maintained and used to the full extent of 
their capabilities.   
  M6.1c1/2.5 
N G1.3W7 We must assign responsibility for tracking camera footage. 
   
Y S1.4 Evaluate new and emerging technologies to efficiently support the case 
example organization strategies. 
  O6.1/1.11, O6.2/1.9 
   
Y G1.4W1 Continue refinement of the SCADA system to ensure operation and 
maintenance personnel have all data necessary to evaluate system 
operation and maintenance, insure system reliability and efficiency, 
and minimize overall system costs. Conduct twice annual reviews of 
the existing system (hardware, screens, and data collection) to 
determine appropriateness of the system.  
  M1.1a3/4.1, M4.2b1/1.1, M4.2b1/1.2 
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Y G1.4W2 We should always be on the lookout for other technologies that may 
provide better or more cost effective service to customers, or 
protection of system infrastructure. Accomplish this through 
intentional activities and reviews at conferences, through literature 
review, and by coordinating with other utilities on experience with 
emerging technologies. In this way we can make educated decisions on 
what  we might want to pursue and when to do so.  AMR would be a 
good example. 
  M1.1a3/2.4, M6.1a1/1.2 
Y G1.4W3 Consider developing a technology team to… seek out and explore new 
technologies, to boldly go where no man…. 
  M1.1a3/2.4, M1.1a3/4.1 
   
Y S1.5 Achieve compliance with all regulations 
  O1.2/2.3 
   
Y G1.5H1 Craig noted that regulations are constantly changing.  The case 
example organization has sometimes been in the “catch-up” mode.  
We need to be more diligent about meeting regulatory guidelines. 
  M1.2c1/1.1 
Y G1.5W2 This is an ongoing, everyday demand.  We should also engage in 
opportunities to shape procedures and regulations.  Work as a team to 
evaluate, respond and contribute to regulatory changes. 
  M1.2c1/1.3 
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Theme 2: Employee Excellence 
Y T2 To develop a workforce that is capable, trained and engaged with 
skills, knowledge and abilities  that support the case example 
organization’s mission 
  B4.2/1.2, B5.1/1.1, B5.1/1.2, B5.2/1.1 
   
Y S2.1 Recruit and retain a highly-skilled and diverse workforce. 
  O5.1/1.1 
Y S2.1a Create a well-balanced wage and benefit package. 
  O5.2/1.2 
Y S2.1b Prepare adequate succession plans.  
  O5.2/3.1 
Y S2.1c Prepare career development plans. 
  O5.2/3.1 
   
Y G2.1W1 Be intentional on hiring practices. Since we can teach someone the 
skills necessary to work with W/WW crews, or plant operations it is 
important that we hire people based primarily on their integrity 
and work ethic. Whereas in Engineering and Maintenance 
functions new employees need specific skills, integrity and work 
ethic. 
  M5.1a2/1.2 
Y G2.1W2 Adjust staffing to meet new technical and regulatory challenges and 
address unfunded mandates (see attached org chart). 
  M5.1a1/1.2 
Y G2.1W3 Employee costs make up a large part of our budget (approximately 
50%). It is therefore extremely important to hire the very best 
persons that will supplement and enhance our technical and 
management capabilities.  
  M5.1a2/1.2 
Y G2.1aW4 We need to ensure that entry level wage compensation is equitable 
to market standards, taking into account skills and experience, and 
that there are no internal inequities between the case example 
organization's Divisions, taking into account skills, knowledge, 
risks, standby pay, etc. 
  M5.1a2/1.4, M5.1a3/1.2 
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Y G2.1aW5 Continue to evaluate and balance wages and benefits package to 
allow the case example organization to compete in the labor market 
for high quality employees.  It may be necessary to survey similar 
businesses to stay competitive.   
  M5.2a2/1.2, M5.2a3/2.1 
Y G2.1aW6 Consider/implement alternate forms of compensation (e.g. instant 
bonuses, vacation days, food, gift cards, etc.) to allow motivation of 
employees. 
  M5.1b2/1.3 
Y G2.1aW7 We need to develop goals, challenges and rewards that encourage 
a ‘stay destination’ for operators. 
  M5.2a2/1.3 
Y G2.1bW8 Develop an intentional program for identifying and mentoring 
employees to move upward into foreman, supervisor and 
management positions. This can be guided through serious use of  
the annual evaluation and goal setting process. 
  M1.1a3/6.3, M5.2a2/1.3, M5.2c3/1.1 
Y G2.1cW9 Create challenges for each employee that allow that employee to 
grow, feel productive and part of the larger picture of the case 
example organization. This can also be included in the employee 
evaluation process. 
  M5.2a2/1.3 
Y G2.1cW10 Develop alternate forms of compensation (dual career ladder, etc.). 
  M5.2a2/1.3 
Y G2.1cW11 We must encourage and help employees to achieve their career 
goals as it pertains to the case example organization. For example: 
  -Send employees to conferences to develop new ideas 
  -Provide opportunities for training to enhance their skills 
  -Set up a cultural and technical exchange by arranging tours at 
other divisions and/or     
   facilities (both internal and external) 
  M5.2a2/1.3 
   
Y S2.2 Create a safety culture. 
  O5.1/2.1 
   
Y G2.2W1 Hire more operators for the off shifts at the treatment plants so that 
no one works alone. 
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  M5.1b1/1.2, M5.1b1/1.3, M5.1b1/1.5, M5.1b1/1.6 
Y G2.2W2 Promote better communication to and from the Safety Committee to 
address safety needs and create a more safety conscious 
environment. 
  M5.1b1/1.2, M5.1b1/1.5 
Y G2.2W3 Train more employees as EMT’s and compensate them (as an 
encouragement). 
  M5.1b1/1.2, M5.1b1/1.5 
   
Y S2.3 Develop job-specific knowledge transfer and needs-based training 
processes for highly skilled employees. 
  O4.2/1.1, O5.2/3.1 
   
Y G2.3W1 Provide for better training by supplier in the specs package when 
we bid on new equipment. 
  M1.1a3/4.2 
Y G2.3W2 Provide more and better applied computer training for personnel 
(to feel comfortable in addressing the challenges of new digital and 
computer related technology). Example - Crews will need training 
on computers for the camera truck crew and correlator training for 
leak detection, operators and maintenance personnel need training 
for CMMS program use, etc. 
  M1.1a3/4.2 
Y G2.3W3 Develop training budgets by section so that supervisors can see and 
manage the training programs for their personnel. 
  M1.1a3/4.2, M5.2c1/5.1 
   
Y S2.4 Establish a trust-filled relationship with all employees through 
open communication. 
  O1.1/2.2 
   
Y G2.4M1 Twitter – one for customers and one for all employees (large 
outages, line breaks, road cuts, employee events, etc. 
  M5.2a2/1.1 
Y G2.4M2 Have an Intranet – to provide everyone with a cheat sheet on all 
departments at a glance, the case example organization's 
newsletter, what other departments are doing, HR forms, breaking 
news info. 
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  M5.2a2/1.1 
Y G2.4M3 Company-wide outage e-mail.  Any type of large outage 
water/electric. 
  M5.2a2/1.1 
Y G2.4W4 A good faith effort must be made to follow through with employees. 
  M1.1b1/1.1, M5.2a2/1.1 
Y G2.4W5 Provide more openness between management and employees in re: 
job descriptions, budget, etc. 
  M1.1b1/1.1, M5.2a2/1.1 
Y G2.4W6 Upper management should make an effort to visit plants and job 
sites and attend safety meetings regularly. 
  M1.1b1/1.1, M5.2a2/1.1 
   
Y S2.5 Create an environment in which employees are empowered and 
engaged. 
  O5.1/2.3, O5.2/1.1 
   
Y G2.5W1 Concentrate less on division policy and more on company policy. 
  M5.1a4/2.1 
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Theme 3: Community Engagement 
Y T3 The case example organization is an engaged partner committed 
to the support of economic development and the quality of life in 
our community 
  B1.2/1.2 
   
Y S3.1 In partnership with TVA and others, employ the case example 
organization's resources to encourage and support business 
customer retention, growth and job creation. 
  O1.2/2.4 
   
Y G3.1W1 Conduct good system planning for future community needs 
(Alternate Water Supply, next WTP expansion, etc.). 
  M1.2c1/1.2 
Y G3.1W2 Invite TVA to do an Energy Conservation Review at the case 
example organization. 
  M1.2b1/3.1 
N G3.1W3 Educate the Board through work sessions or retreats. 
Y G3.1W4 Fully implement Asset Management to make sure that 
infrastructure is replaced in a timely manner. 
  M1.2c1/1.1 
   
Y S3.2 Implement an outreach program to advance the case example 
organization’s legislative and regulatory public policy priorities. 
  O1.2/2.4 
   
Y G3.2W1 Enhance internal processes to review and provide feedback on 
regulatory issues and legislation changes that are in the works.  
Focus our efforts through KMUA, the AWWA Water Utility Council 
(WUC), and Water Environment Association Government Affairs 
Committee. 
  M1.2c1/1.2 
   
Y S3.3 Improve customer/stakeholder involvement to encourage an 
endorsement of the case example organization's initiatives and 
decisions. 
  O3.1/1.1 
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Y G3.3M1 Community awareness on the case example organization's 
Programs (In-Home Evaluation – KY Home Performance-Rebates). 
  M3.2b1/3.2 
Y G3.3M2 Create/Follow start to finish an In-Home Evaluation project 
promoted on our Website, Daily News and WBKO. 
  M3.2b1/3.2 
Y G3.3M3 Develop an Energy Conservation Day in conjunction with Earth 
Day or Schools. 
  M3.2b1/3.2 
Y G3.3W4 Prepare public information announcements at locations such as 
movie theaters, etc.  
  M3.2b1/3.2 
Y G3.3W5 Implement the Booster Pump Program, and other similar value 
added programs to better address the needs and desires of the case 
example organization's customers. 
  M3.2b1/3.2 
Y G3.3W6 Assemble a ‘Road Show’ in which presentations can be tailored to 
different age groups and taken to schools, clubs and special interest 
groups.  Some topics of interest might include: 
  -  Green programs 
  -  Value of Water 
  -  FOG 
  -  Water cycle 
  -  Poo and You 
  -  Biosolids/Soil amendment 
  -  Water Treatment 
  -  Conservation 
  -  Service line responsibilities 
  M3.2b1/3.2 
Y G3.3W7 Continue/improve coordinate with other utilities such as Atmos and 
local police department re: pipeline replacement, street paving, etc. 
  M4.2a2/1.4 
Y G3.3W8 Enhance/expand local university connections to present 
information to students and the community. 
  M1.2c2/1.1, M1.2c2/1.2, M1.2c2/4.1 
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Y G3.3W9 Get customer buy-in on the new water tank location by having a 
tank painting design contest.  In this way, we might be able to get 
NIMBY’s to become stakeholders. 
  M3.2b1/3.2 
Y G3.3W10 Better use of surveys or ad hoc committees for customer 
identification of issues/problems and development of solutions that 
are agreeable to the community (and workable for the case 
example organization). 
  M3.1a1/1.1 
Y G3.3W11 Develop other public education programs on issues such as odor 
control. 
  M3.2b1/3.2 
   
Y S3.4 Improve outreach and public awareness of the case example 
organization's initiatives, accomplishments and goals. 
  O3.1/1.1 
   
Y G3.4M1 Community awareness on the case example organization's 
Programs (In-Home Evaluation – KY Home Performance-Rebates). 
  M3.2b1/3.2 
Y G3.4M2 Create/Follow start to finish an In-Home Evaluation project 
promoted on our Website, Daily News and WBKO. 
  M3.2b1/3.2 
Y G3.4M3 Develop an Energy Conservation Day in conjunction with Earth 
Day or Schools. 
  M3.2b1/3.2 
Y G3.4W4 Better promotion of the case example organization when we receive 
awards or are celebrating Drinking Water Week. Establish regular 
monthly meetings with W/WW personnel and Marketing personnel. 
  M3.2b1/3.2 
Y G3.4W5 Better notification on street closures, education of service line 
responsibilities and letting customers know why we are digging in 
their areas could be done through our website.  The website is an 
underused tool at the case example organization.  We could also 
use it to let customers know about issues such as the Service Line 
Warranty Program. 
  M3.2b1/3.2 
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Y G3.4W6 Coordinate and invest in a Plumber Education Program (in 
cooperation with plumbing inspection office). 
  M1.2c2/1.1, M1.2c2/1.2, M1.2c2/4.1 
Y G3.4W7 Provide access to the GIS system to select customers at the G.O. on 
a protected machine (engineering firms and developers?). 
  M4.2a2/1.4 
Y G3.4W8 Develop better customer information/materials (brochures, etc.)  
explaining why the case example organization does things the way 
we do. 
  M3.2b1/3.2 
N G3.4W9 We should utilize AWWA/WEF products and materials better (such 
as the ‘How Water Works’ posters). 
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Theme 4: Financial Excellence 
Y T4 To operate in a transparent and cost-effective manner to maintain 
financial integrity and rate competitiveness 
  B1.2/1.1 
   
Y S4.1 The case example organization employees should transact business 
with integrity and in an ethical manner. 
  O1.2/2.2 
Y S4.1a Transparency of business transactions promotes integrity. 
  O1.2/2.1 
Y S4.1b Employee accountability promotes financial  responsibility. 
  O6.1/1.1 
   
N G4.1aW1 We should utilize AWWA/WEF products and materials better (such 
as the ‘How Water Works’ posters). 
N G4.1bW2 Improve accessibility to accounting personnel for set up of 
purchase order numbers.  Otherwise, consider personnel from each 
Division to issue small PO’s. Large PO’s must be issued in a more 
timely manner. Set optimal goal of 24 hours for PO set up, and 
“must have” deadline of 48 hours (exception if questions are raised 
by Division Manager or General Manager re: the PO). 
   
Y S4.2 Utilizing financial analysis results in improved business decisions. 
  O6.1/1.9 
Y S4.2a Financial and management reporting must be effective, timely and 
reliable. 
  O6.1/1.5, O6.2/1.4 
Y S4.2b Develop financial framework policies. 
  O6.1/1.1 
   
Y G4.2aW1 Need to revise our budget to reflect operational/management needs. 
This change would involve more specificity in each Division 
functional area to allow supervisors more information for decision 
making in their area. This would also allow greater accountability 
of expenses and realistic tracking to address personnel and 
technical needs. 
  M2.1a1/1.1 
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Y G4.2aW2 Revise capital budgeting process to more specifically identify 
projects for tracking and analysis. (i.e. eliminate 3 year capital 
budget in the budgeting process, call projects what they are). 
  M2.1a1/1.1 
N G4.2bW3 Review meter reading account procedures and develop a process 
for better, quicker recall. 
Y G4.2bW4 Time for change on financial software (i.e. replace AS400) to take 
advantage of more dynamic, user friendly programs. 
  M4.2b1/1.6 
Y G4.2bW5 Review/revise utility use of the model procurement code.  While we 
support full transparency on purchasing, strict adherence to the 
code forces slow-downs in the procurement process.  It may lead to 
the solicitation of unusable quotes in order to fill a “magic 
number”, which ends up serving no one.  Ideally, we should be able 
to run the business as if it were our own.  Purchase with a view 
toward lifecycle costs, relationship development with suppliers, and 
flexibility. 
  M1.2a1/2.1, M1.2a1/2.2 
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Theme 5: Customer Experience 
Y T5 The case example organization will strive to meet customer 
expectations and build customer confidence 
  B3.2/1.1, B3.2/1.2 
   
Y S5.1 Meet customer expectations by developing effective and convenient 
customer service options based on customer preferences. 
  O3.2/1.1, O6.1/1.1 
   
Y G5.1W1 Address staffing needs to respond to customer concerns and ‘put 
out fires’. 
  M1.1a3/3.1 
Y G5.1W2 A new GO building for better customer flow, efficiency and 
representation of the case example organization to the general 
public.  Specifically, new facilities will allow better 
customer/engineering staff interface with faster more efficient 
service and less disruption to the customer and staff. 
  M3.2a2/1.2, M3.2a2/2.1, M3.2a2/3.1 
   
Y S5.2 Build customer confidence through transparent and proactive 
communication. 
  O3.2/2.1 
   
Y G5.2W1 Smile more; assist employees to have “open face” communications 
with customers. 
  M1.1a3/3.1 
Y G5.2W2 Keep employees informed and up to date on policies and general 
information such as who is (or is not) working here and what 
services the case example organization provides (front desk issues). 
  M3.2a2/6.1 
Y G5.2W3 Provide more training for employees on decision tree process for 
operators, call forwarding procedures for switchboard, etc. (set up 
evaluation process for training before delivering to employees). 
  M3.2a2/1.2 
Y G5.2W4 Provide more written materials such as media or press cards for 
better clarification. 
  M1.1a3/3.2 
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N G5.2W5 Develop better policies in re: items such as fire hydrant meters that 
would be consistent for all and allow us to monitor them better. 
N G5.2W6 Move the water hauler station to a more convenient location with a 
key card system and cameras for security. 
   
Y S5.3 Build customer confidence through respectful, knowledgeable, and 
helpful interactions with every customer. 
  O3.2/2.1 
Y S5.3a Customer involvement encourages endorsement of  the case 
example organization's decisions. 
  O3.2/2.1 
Y S5.3b Effective feedback/measures promotes proactive steps to improve 
customer experience. 
  O3.1/1.2, O3.1/1.3, O3.2/2.1, O6.1/1.9 
Y S5.3c Effective communication/teamwork/training within and between the 
case example organization's departments promote proactive  steps 
to improve customer experience. 
  O3.2/2.1 
   
Y G5.3W1 Upgrade/refresh the case example organization's website. 
  M3.2a2/1.1, M4.2a2/1.5 
Y G5.3W2 Create new ads and new ways to advertise.  For example, advertise 
on billboards, at theaters, on LED boards. 
  M3.2b1/3.2 
Y G5.3W3 Create interactive road shows for schools, civic groups, churches, 
and others on topics such as: 
  Ø  Treatment processes 
  Ø  How to turn off meters 
  Ø  Check meters for leakage 
  Ø  How to find meters 
  Ø  What not to put down the drain or toilet 
  Ø  Biosolids reuse as a soil amendment etc. 
  M3.2b1/3.2 
Y G5.3W4 Conduct tours with age appropriate handouts. 
  M3.2b1/3.2 
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Y G5.3W5 Involve the local university’s departments such as biology, 
chemistry, engineering, Water Treatment Technology Institute 
(WTTI), marketing and agriculture. Identify opportunities to 
develop projects and engage student research. 
  M1.2c2/1.1, M1.2c2/1.2, M1.2c2/4.1 
Y G5.3aW6 Schedule meetings with plumbers and plumbing inspectors on 
issues re: water service lines and sewer laterals. 
  M1.2c2/1.1, M1.2c2/1.2, M1.2c2/4.1 
Y G5.3bW7 Conduct realistic customer surveys to measure our performance. 
  M3.1b1/1.1, M3.1b3/1.1, G5.3bW7, M3.2a2/2.3 
Y G5.3bW8 Create postage prepaid response cards for customers to submit to 
let us know how we are doing and follow up with a call back. 
  M3.1a1/5.1, M3.1a1/5.2, M3.1a1/5.3, M3.1a1/5.4, M3.1a1/5.5, 
M3.1a1/5.6 
Y G5.3cW9 Training for customer service on calls including how to transfer, 
what to transfer and to whom.  We might need to develop a decision 
tree on which calls are a the case example organization problem 
and who is best to address it.  If they are not sure, they should not 
transfer the call.  They should take the customer’s information and 
someone will call them back. 
  M3.2b2/1.1, M3.2b2/2.2 
Y G5.3cW10 Need to clarify insurance policy/procedures and provide updates 
and training (especially for the W/WW crews) in re: what insurance 
covers and what our policies will allow beyond insurance coverage 
limits. (i.e. where do we draw the line on some issues). 
  M3.2b2/1.1 
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